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REVIEW OF FRENCH-LANGUAGE SERVICES 


A - PURPOSE OF THE REVIEW 


At its meeting of February 11, 1981, Cabinet directed that 
a review be conducted of the existing French-language services. The 
wording of the decision was as follows: 


"That a review of the existing French-language services 
should be undertaken for the purpose of examining and 
assessing present strategies, identifying the main 
obstacles, and giving new impetus to the implementation of 
the government's policy; 


Responsibility for the Review was assigned to the 
Government Co-ordinator of French-language Services. In carrying out 
the study, the Government Co-ordinator relied for assistance and 
advice on a Steering Committee composed of representatives of this 
office, of the Council for Franco-Ontarian Affairs (CAFO) and of the 
Federal Office of the Commissioner of Official Languages. He engaged 
Mr. Bruce Keith of Ainslie Communications Ltd. to serve as a 
consultant and to prepare the report. 


B - METHODOLOGY OF REVIEW 


Steering Committee - The Committee met periodically in the 
May-to-November period of 1981. Members of the Committee were: 


D. W. Stevenson (Chairman) Government Co-ordinator of 
French-language Services 


Armand Charlebois Executive Secretary of the 
(Project Director) Government Co-ordinator 
Francine Robitaille Communications Adviser, 


Office of the Government 
Co-ordinator 


Jacqueline Neatby Member, Council for 
Franco-Ontarian Affairs 


Denyse Nazaire General Secretary, Council 
for Franco-Ontarian Affairs 


Stuart Beaty Director, Policy and 
Liaison Branch, Office of 
the Commissioner of 
Official Languages 


Claire Pageau Co-ordinator of French- 
language Services, Ministry 


of Culture & Recreation 


Marthe Dallaire Project Co-ordinator 


Interviews - Interviews with senior executives and 
co-ordinators were conducted by Stuart Beaty, Michael Johnston, 
Catherine Bastedo-Boileau, André Bourgeois and Stella Ohan. Specific 
studies were undertaken by Omer Deslauriers, Special Assistant to the 
Government Co-ordinator. Four researchers, under the administrative 
direction of Marthe Dallaire (Ron Foley, Monique Bourque, Mary Cerré 
and Stéphane Grenon), conducted interviews and assembled information 
in ministries and agencies, with policy and research guidance provided 
by Denyse Nazaire. A telephone survey was undertaken by Louise 
Bourgeois under the supervision of Francine Robitaille. 


The projects undertaken in the course of the Review were as 
follows: 


Senior Management - The team from the Office of the 
Commissioner of Official Languages interviewed a total of 
28 senior managers and full-time ministerial co-ordinators 
of French-language Services and some part-time 
co-ordinators, using a schedule of interview questions. 
Other part-time co-ordinators were asked to complete 
questionnaires and submit them by mail. In addition, the 
full-time co-ordinators provided their comments on receipt 
of the first draft of this Report. 


Civil Servants and Agency Directors - The researchers made 
use of a questionnaire to elicit information from civil 
servants in operational and front-line positions and from 
directors of semi-independent agencies. The four broad 
sectors of interest were: Social Affairs; Justice; 
Resources Development; Policy and Co-ordination. 


Associations - A number of representatives of francophone 
associations including ACFO were interviewed by the 
researchers on the basis of a standard questionnaire. 

Other representatives were asked to complete questionnaires 
and submit them by mail or to give their replies by 
telephone. 


Special Studies - Omer Deslauriers conducted a special 
study of the question of French-language services in 
several agencies that come within the jurisdiction of the 
Ministry of the Solicitor General: the Ontario Provincial 
Police, the Ontario Police Commission and the Ontario 
Police College. 


CAFO Questionnaire - In a general questionnaire sent to 
Franco-Ontarian associations for its own purposes, CAFO 
included four questions about the French-language services 
offered by the Ontario Government. 


Telephone Survey - A telephone survey in which 500 persons 
were contacted was useful in providing information about 
the extent to which Franco-Ontarians are able to 
communicate in French when dealing with the Ontario 
Government. 


Newspaper Advertisement - An advertisement was published in 
all the French-language newspapers of the province, and 
also in the Globe and Mail and the Ottawa Citizen, inviting 
organizations and individuals to submit their comments on 
the services offered in French by the Government of 
Ontario. 


CEFO Study - A special study was undertaken by the Conseil 
de l'éducation franco-ontarienne (CEFO) to determine the 
current and future needs for bilingual professionals in 
ministries, institutions and agencies. Some assistance was 
provided to CEFO by the researchers of the Review. 


Results and Recommendations - Much valuable information was 
assembled by means of the research projects which laid the groundwork 
for an identification of gaps and the preparation of recommendations. 
The documents and reports are being retained in the Office of the 
Government Co-ordinator for further study and use. They will be of 
value to the Government Co-ordinator in his dealings with ministries, 
agencies and organizations in the months ahead. 


The Government Co-ordinator retains final responsibility 
for the report and its recommendations. He acknowledges the great 
assistance he obtained from members of the Steering Committee in 
drawing conclusions and formulating recommendations and from the 
advice that their experience and their familiarity with the problems 
enables them to provide. 


The Report has been structured on the framework proposed by 
Cabinet, with attention given in each section to the background 
developments and the existing state of affairs, including the 
difficulties hindering the implementation of policies, to an evalua- 
tion of the current situation and to formulation of recommendations 
that can give new impetus to French-language services. 


* Please Note 


It is important to keep in mind that throughout this report the 
following distinction is made: 


Francophone means a French-speaking person whose mother tongue is 
French. 


French-speaking means a person capable of speaking French fluently. 


C - FINDINGS OF REVIEW 
1) Nature of Basic Policy 


The policy of the Ontario Government, as enunciated by 
Premier Davis, identified three elements as making up the government's 
approach to language policy: 

a) constitutional entrenchment of Canada's two official 
languages at the Federal level, and provision of 
minority language education by the provinces; 

b) an expanding legislative base for particular French- 
language services in Ontario, e.g. educational 
facilities and court proceedings; 

c) a policy and administrative commitment to a broadly- 
based French-language services program within the 
Ontario Government, focussing on those regions of the 
province where there are significant numbers of French- 
speaking residents. 


Implicit in these three elements is the basic objective of 
ensuring that Francophone residents of Ontario are able to maintain 
and develop their language and culture. The preferred approach is to 
provide a broad range of French-language services rather than to take 
on more formalized obligations, such as adherence to Section 133 of 
the B.N.A. Act. The approach is proving successful, as shown in the 
steadily improving quality and extent of French-language services and 
in the acceptance and support that this policy receives. Premier 
Davis has recognized that this approach implies faith in the 
government's long-term commitment and goodwill; he has stated, 
however, that Canadians are committed to a country with two official 
national languages, a land in which the official language minority in 
each province is respected, and that there will be no going back on 
this commitment. 


Statements of the basic policy issued by central agencies 
and by ministries have tended to be a mixture of broad objectives and 
descriptions of programs. Thus, in his Annual Report for 1979, the 
Government Co-ordinator of French-language Services set forth the main 
points of the government's policy on French-language services as 
follows: 


1) Government services should be available in French 
in areas where there are significant concentrations of 
francophones. These areas are referred to as 
"designated areas", and are as follows: Regional 
Municipality of Ottawa-Carleton; Counties of Stormont, 
Dundas & Glengarry, Prescott & Russell; Districts 
of Nipissing, Timiskaming, Sudbury and Cochrane, 
Regional Municipality of Sudbury. In addition, a 
number of communities, referred to as "appropriate 
areas" are included. (29 communities are listed, 
located in District of Algoma, Essex County, Kent 
County, Regional Municipality of Niagara, Renfrew 
County, Simcoe County and District of Thunder Bay). 


2) In recognition of the fact that both English and 
French are official languages in Canada, ministries 
shall ensure that those who communicate in writing 
with the Government of Ontario in one of the official 
languages receive a response in the same language. 


3) Wherever possible, ministries shall assign bilingual 
staff to positions which require extensive verbal 
communication with the public. Offices in communi- 
ties with a large concentration of francophones shall 
be given priority in developing the capacity of 
employees to speak both official lanquages. 


4) Government publications and forms, especially those 
with wide public distribution, shall be made avail- 
able in the two official languages wherever practical. 


5) Ministries should give priority to providing signs 
and public notices in both official languages in 
designated areas. 


The basic policy was reflected again in the "Broad 
Implementation Plan", approved by Cabinet in February 1981. The 
statement this time is simply: "In broad terms the government's 
policy with respect to French-language services is to provide a full 
range of services in French as well as English wherever possible. 
Highest priority in its application is to be given in areas of the 
province where there are significant concentrations of francophones." 
The rest of the Broad Implementation Plan concerned itself with 
objectives, performance targets and target dates. 


Category and Region - It is not the policy to try to 
provide all services in French in all situations. The extent of 
services offered is governed by category and region. In terms of 
category, the services that affect the public in a direct way are 
priority concerns, and these include matters of education, justice, 
health, social welfare and cultural affairs. Certain regions of 
Ontario in which there are significant concentrations of francophones 
are identified as "designated areas" in which government services 
should be available in French. Within these designated areas and in 
certain communities with a substantial francophone population varying 
levels of service in French are provided. There are important centres 
of francophone life, such as Ottawa, Sudbury and Cornwall where an 
effort is made to offer French-language services in full measure, with 
the hope that they will ultimately be comparable in quality and 
availability to English-language services. In areas with smaller 
percentages of francophones, not all services are available in French 
but an attempt is made to ensure that at least in the regional offices 
communication in French is possible. Where pockets of francophones 
are to be found, such as in Windsor, Penetanguishene and Welland, 
there is not likely to be a structure of French-language services, but 
services in French will be provided according to the more urgent 
needs. Finally, ministry offices and agency bureaus that deal with 
the public on a province-wide basis should maintain a capacity to 
provide information in French. 


It became apparent in the Review that the Government 
Co-ordinator and his staff have been diligent in identifying 
French-language requirements and in submitting program proposals to 
Cabinet. Cabinet has given favorable attention to many of these 
proposals and has taken a number of decisions in this field and issued 
various authorizations for improvements. In fact, there exists a 
remarkable array of administrative decisions on record. There is also 
a viable government system through which such decisions can be 
disseminated and a network of field offices through which they can be 
implemented. At times it seemed that there might be more harness than 
horse, in that the aspirations, objectives and intentions have not 
reached the operational levels in a convincing form and have not 
always been given substance in everyday life. 


The various policy statements provided a good basis on 
which the researchers could assess, as Cabinet requested, the present 
strategies and the main obstacles in the provision of French-language 
services. They constituted a measure against which the availability 
and effectiveness of French-language services could be evaluated. The 
researchers also gave close attention to the suitability and 
effectiveness of the policy itself: how far does it go toward 
achievement of the objective of maintaining and developing the French 
language and culture in Ontario; how broad is the range of services 
really available under this policy; how successful has the policy 
been in terms of its acceptance and support? These matters are the 
sub ject of the next section. 


Is the Policy Well-Defined and Unambiguous? The short 
answer to this question must be "No!" There is some broad 
understanding that the Ontario Government is committed to permitting 
Franco-Ontarians to obtain some services in French. There is a 
relatively poor common understanding of what that commitment means. 


Virtually everyone interviewed was conscious that the 
government's strategy on French-language services is, as repeatedly 
stated by Premier Davis, to start by developing the services rather 
than by introducing symbolic legislation that might have no basis in 
practical applications. This fundamental pragmatism has given rise to 
an almost completely ad hoc approach to the provision of services. 
Apart from the specific pieces of legislation in the areas of 
education and justice, there is little clear articulation of the 
principle according to which services will be provided. 


There is, for instance, no clear statement of intent with 
respect to the degree of availability of services in French in the 
designated bilingual areas. Services are to be available, but one 
cannot know for sure on what basis. Since Franco-Ontarian citizens in 
those areas are not perceived as having a "right" to service in 
French, or at least no "right" to a service that is equal in quality 
and availability to the service provided in English, the policy runs 
up against a dangerous and divisive ambiguity. Civil servants may 
construe any service in French as consistent with government policy; 
Franco-Ontarians can hardly fail to interpret this as an entitlement 
only to second-class treatment. 


This situation may in part be a question of how senior 
managers have chosen to interpret the government's philosophy on 
French-language services. But it stems initially from the flawed or 
limited articulation of government policy in two important respects: 


a) It is not clear that the Ontario French-language 
services is intended to help provide conditions 
appropriate to the historical significance and long-term 
health of the province's French-speaking community; 


b) It leads to a general belief, in both the English and 
French language communities, that the francophone 
minority can be granted only as much linguistic leeway 
as the majority determines to be good for it. 


During the course of the review, many individuals and 
organizations expressed the opinion that the commitment and policy 
will lack clarity as long as French-language rights are not entrenched 
in the constitution, or at least embodied in a comprehensive 
French-language Services Act. While these issues were not examined 
exhaustively, they are dealt with in the report on pages 50 and 51. 


Evaluation 


Whether or not the Ontario Government sees fit to introduce 
a comprehensive bill on French-language services, the future 
formulation and dissemination of its policy in this field should 
comprise: 


-the clearest possible indication of the particular 
importance which Ontario attaches to the heritage and 
linguistic welfare of its French-speaking population: 

a statement of its beliefs with respect to the role of the 
Provincial Government in enabling Franco-Ontarians to 
continue to be Franco-Ontarians without being socially 
penalized as a result; 


-a much clearer definition of the extent or degree of 
service which Franco-Ontarians are entitled to expect 
from the government, according to the geographic area or 
professional domain concerned; 


-a statement of government policy with respect to the manner 
and the timetable by which appropriate levels of French- 
language services will be attained in the various sectors 
of government activity; 


-a realistic evaluation of the financial and human 
resources needed to implement specific services; 


-a clear commitment to legislate as and when the level of 
French-language services in a particular government sector 
justifies that action, as well as an indication of those 
areas (e.g. Registry Act and Municipal Act) in which the 
government expects to be able to introduce appropriate 
amendments in the forseeable future. 


Recommendations 
It is recommended: 


1) That the Premier make a comprehensive statement in the 
Legislative Assembly on the French-language services 
policy, and that this statement include a re-affirmation 
of the tmportance attached to the herttage and 
Linguistic welfare of the French-speaking population; a 
commitment to provide French-language services where 
warranted, an undertaking to strive for French-language 
services comparable in quality and availability to 
English-language services in "designated areas" and in 
"appropriate areas", and also in metropolitan centres 
serving provinee-wide client groups; an indication of 
the time scale within which the Government hopes to 
achieve appropriate levels of French-language services; 
a commitment to propose supporting legtslatton as and 
when the level of French-language services ina 
particular government sector justiftes such actton; 
and a commitment to provide suffictent resources to 
achieve appropriate service levels; 


2) that Cabinet approve incorporation in the Manual of 
Administration of a text that presents the basic policy 
relating to Frenen-language services and that includes 
necessary directives and guidelines, and that thie text 
be widely distributed within the Civil Service and 
witnin semi-autonomous agenetes and boards and quasi- 
judtetal tribunals. 


3) tnat revtetone be made in the "Destgnated Areas" and in 
the "Appropriate Areas", tn accordance with the findings 
oF the 1981. Census. 


2) Rights or Privileges 


Attitudes of Senior Managers - A question that was found to be 
a matter of concern for some senior managers and a major preoccupation 
for many Franco-Ontarians was the extent to which provision of French- 
language services is a right on which francophones can rely. There 
are some French-language services that can be called rights and others 
which at this stage are merely privileges, dependent as they are on 
the goodwill of managers and the availability of bilingual staff. 


It is mainly in the sectors of education and justice that 
Franco-Ontarians can feel that they have acquired the right to certain 
French-language services. Thus, depending on the region, a franco- 
phone child virtually has the right to education in French from 
kindergarten to grade 13, and this right is reinforced by enabling 
legislation and by a network of French-language schools. The law 
recognizes the right of francophone students to receive education in 
situations where a suffictent number of parents have requested it. It 
could appropriately have added "and where the local school board 
agrees", since certain problems have arisen over implementation of the 
Act. particularly when it involved construction of new schools. 
Franco-Ontarians would like to see the law expanded to provide a 
legislative guarantee that any francophone student in Ontario has the 
right to an education in French and that the government will make 
arrangements for him to get it, and to allow for the establishment of 
homogeneous francophone school boards. The researchers did not cover 
the field of education, but they recognized that the highly publicized 
disputes that have taken place in the past were counter-productive, 
and they shared the hope expressed by Franco-Ontarians that the means 
can be found to avoid such problems in the future and thereby 
contribute to an improved understanding. 


In the realm of justice, the Government obtained legisla- 
tive approval in 1978 for arrangements whereby French could be used in 
court proceedings in Ontario. Access to bilingual criminal trials has 
been available since December 31, 1979. The Attorney General 
announced in the Legislative Assembly in mid-November that as of April 
1, 1982 the right to the use of the French language will be assured in 
civil trials in the designated areas of the province. Inevitably, 
these rights are limited in their application by the availability of 
bilingual professional and support staff, but progress is being made. 


In most other sectors the degree of the government's 
commitment to provide French-language services is much less clear. 
The imprecision that exists was reflected in the interviews with 
senior managers, all of whom were of deputy minister or assistant 
deputy minister rank. It was found that the results of these 
interviews were remarkably uniform; the same observations tended to 
emerge, regardless of the individual or professional bias. 
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It was evident from the comments of senior managers that 
government policy is assumed to involve a response to any demand for 
service in French in designated areas, to the extent that is possible 
within existing resources and without forcing the issue. Except in 
the sectors of Education, Justice and possibly Health Services and 
Community and Social Services, senior managers were not much inclined 
to see government policy as an instrument to enable Franco-Ontarians 
to retain their linguistic and cultural distinctiveness and preserve 
their language and traditions. Some senior managers were working 
toward the establishment of solid service structures, without being 
convinced that these were important in giving the Franco-Ontarian 
community an even chance of linguistic survival. As a rule, the 
senior managers were happier to talk about particular achievements or 
problems than the broad policy rationale for French-language services. 


Responsibility for Implementation - It appeared to 
interviewers that senior managers generally saw their duty under the 
government policy as one of making a modest effort to ensure that 
a) the physical trappings of French-language services, such as signs, 
forms and publications gradually be made more available; b) that in 
designated areas there be some amount of administrative or profes- 
sional capacity on hand, or within reach, to cope with francophone 
clients who insist on communicating with government offices in French. 
There was little evidence of a positive commitment to taking the 
initiative in offering services in French. On the contrary, unless 
there happened to be a good number of local francophone civil servants 
in place to deal with clients in French, senior ministry officials 
seemed to feel that it would be quite satisfactory to rely on the 
English language capacity of Franco-Ontarians for purposes of communi- 
cation. The opinion was frequently expressed that the task of 
demonstrating that there is a need for French-language services rests 
largely with the French-language associations and their representa- 
tives. 


Even where the policy was seen in a more positive light, 
Senior managers tended to be reluctant to require ministerial managers 
to espouse the principles of the program and to give it a more urgent 
administrative priority. In this regard they appeared to be somewhat 
suspicious of any suggestion that the Government Co-ordinator might 
superimpose a standardized approach to the provision of French- 
language services, although they regarded him as a valuable source of 
policy guidance. 


How Policy is Transmitted - Elements of Government policy 
appear in a variety of disparate documents which circulate in a 
haphazard way. They are not uniformly and widely known by those who 
should be aware of their existence. There is no clearly established 
method of transmitting them, common to all Ontario Government institu- 
tions. The various vehicles include: 


- ministerial pronouncements, particularly in major areas 
like education, health, justice and social services; 
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- a "Broad Implementation Plan" developed in the Office of 
the Government Co-ordinator of French-language Services, 
and approved by Cabinet, which sets out the basic goals, 
with deadlines, but does not provide any general rationale, 
any indications of the degree of French services to be 
offered or any detailed suggestions regarding the means or 
resources to be applied to implementation; 


- Cabinet minutes which embody some particular administrative 
decision regarding French-language services, as recommended 
by the Government Co-ordinator or the ministry in question; 
in some instances these are reproduced in the Government 

Manual of Administration. 


- most ministries now have formulated policy statements in 
greater or lesser detail. Some have been made public and 
others have been given distribution just within the 
ministries concerned. While these various statements often 
bear the signature of the minister or deputy minister, they 
do not seem to serve as a basis for a management -approved 
and controlled operational plan. 


Evaluation - It was the opinion of many of those 
interviewed, and it was a view the researchers could share, that under 
the existing circumstances there is unlikely to be any very clear 
appreciation at the operational level of what specific responsibi- 
lities are entailed by the government's French-language services 
policy. In the light of the uncertainties surrounding the under- 
standing of the policy at senior level, and confusion at various 
levels about what the policy involves, the researchers have formulated 
certain recommendations by way of remedial action. These recommenda- 
tions are given at the end of the section on "Ministries and Agencies" 
which follows. 
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3) Ministries and Agencies 


A considerable number of interviews were conducted by the 
researchers with middle level managers in ministries, both in 
headquarters sections and in regional offices, and with directors of 
semi-autonomous agencies, i.e. those bodies receiving transfer 
payments from the government. The researchers were interested in the 
perception retained by managers of the French-language policy, of the 
progress achieved and of the opportunities for improvement. In some 
ministries, co-ordinators of French-language Services were also 
interviewed. 


In carrying out their survey, the researchers devoted 
attention in particular to: 


a) Awareness of policy 

b) Implementation procedures 

c) Bilingual capacity and recruitment 
d) Perceived obstacles 


e) Availability of services 


The survey was conducted largely on a qualitative rather than a 
quantitative basis. The endeavour was to bring together certain 
general impressions, to identify the strengths and weaknesses in 
current French-language services and to focus attention on problem 
issues that warrant attention. 


In this report the findings of the researchers are 
presented in relation to two groups of ministries that were studied in 
some detail, the first being identified as the "Justice/Financial 
Sector" and the second as the "Social Affairs Sector". In addition, 
findings are presented of a more general nature under the heading of 
"Other Sectors", with attention given to differences in regions. 


The mere fact that some service may be available does not 
mean that it is of the quality or depth that is expected. This has 
been confirmed by surveys conducted by Radio-Canada and ACFO. While 
the researchers were able to evaluate quantity and quality of services 
in some offices, they were unable to check the accuracy of the levels 
of all the services indicated in the following tables. 


Explanation Notes - The following show the results of a 
portion of the questionnaire used by the researchers in the course of 
their visits to Government offices and broken down by region, 
city/town and ministry involved. When reading the table, it should be 
borne in mind that a "yes" response indicates that there is at least 
one level of French-language service available, not necessarily a full 
range of services. Several "yes" answers listed under one ministry 
indicate that more than one office was canvassed. 
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EAST 
French-language Services Verbal Written 
BROCKVILLE 
Community and Social Services yes no yes 
Health yes yes yes 
CORNWALL 
Transport. & Communications yes yes yes 
Consumer & Commercial Relations yes yes yes 
Correctional Services yes yes yes 
Attorney General yes yes yes 
Community and Social Services yes yes yes 
Health yes yes yes 
yes yes yes 
KINGSTON 
Environment yes yes yes 
Housing yes no no 
Industry & Tourism no no no 
Community and Social Services yes yes yes 
Health yes yes yes 
Correctional Services yes yes yes 
yes yes yes 
OTTAWA 
Transport. & Communications yes yes yes 
Labour yes yes yes 
yes yes yes 
Natural Resources yes yes yes 
Environment yes yes yes 
Housing yes yes yes 
Industry & Tourism yes yes yes 
Culture & Recreation yes yes yes 
Correctional Services yes yes yes 
Community and Social Services yes yes yes 
yes yes yes 
Health yes yes yes 
yes yes yes 
yes yes yes 
yes yes yes 
OTTAWA 
Consumer & Commercial Relations yes yes yes 
yes yes yes 
yes yes yes 
Revenue yes yes yee 
yes yes yes 


yes yes yes 
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NORTHEAST 
French-language Services Verbal Written 

COCHRANE 

Correctional Services yes yes yes 
Community and Social Services yes yes yes 
Consumer & Commercial yes yes yes 
KAPUSKASING 

Health yes yes yes 
Community and Social Services yes yes yes 


KIRKLAND LAKE 


Correctional Services yes yes yes 
Comsoc yes yes yes 
yes yes yes 
yes yes yes 
Culture & Recreation yes yes yes 
MONTEITH 
Correctional Services yes yes yes 
NORTH BAY 
Northern Affairs yes yes yes 
Industry & Tourism yes yes yes 
Housing yes yes yes 
Agriculture & Food yes yes yes 
Consumer & Commercial Relations yes yes yes 
yes yes yes 
Attorney General yes yes yes 
Health yes yes yes 
yes yes yes 
yes yes yes 
Community and Social Services yes yes yes 
Culture & Recreation yes yes yes 
Revenue yes yes yes 


SAULT STE MARIE 


Community and Social Servicea no yes no 
yes yes yes 
Culture & Recreation yes yes yes 


SOUTH PORCUPINE 


Community and Social Services yes yes yes 


= 14243 
NORTHEAST (Cont 'd) 


French-language Services Verbal Written 


SUDBURY 
Housing no no no 
Industry & Tourism yes yes yes 
yes yes yes 
Labour yes yes yes 
yes yes yes 
Agriculture & Food yes yes yes 
Environment yes yes yes 
Consumer & Commercial Relations yes yes yes 
yes yes yes 
Correctional Services yes yes yes 
yes yes yes 
yes yes yes 
Attorney General yes yes yes 
yes yes yes 
yes yes yes 
Community and Social Services yes yes yes 
yes yes yes 
Culture & Recreation yes yes yes 
Revenue yes yes yes 
Health yes yes yes 
yes yes yes 
yes yes yes 
yes yes yes 

TIMMINS 
Revenue yes yes yes 
Culture & Recreation yes yes yes 
Community and Social Services yes yes yes 
yes yes yes 
. yes yes no 
Health yes yes yes 
yes yes yes 
yes yes yes 
yes yes no 
Labour yes yes yes 
Housing yes yes yes 
Northern Affairs yes yes yes 
Industry & Tourism yes yes yes 
Environment yes yes yes 
Transport. & Communications yes yes yes 
yes yes yes 
Consumer & Commercial Relations yes yes yes 


Correctional Services yes yes yes 


= ia de 


NORTHWEST 


French-language Services Verbal Written 


THUNDER BAY 


Revenue yes no yes 

yes no yes 
Culture & Recreation yes yes yes 

yes no yes 
Health yes yes yes 
Community and Social Services yes no yes 
Correctional Services yes yes yes 
Consumer & Commercial Relations no no no 


no no yes 
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CENTRE 

French-language Services Verbal Written 
WELLAND 
Health yes yes yes 


ST. CATHARINES 


Health yes yes 
Community and Social Services yes yes yes 
Culture & Recreation yes yes yes 
PENE TANGUISHENE 
Health yes yes yes 
yes yes yes 
TORONTO 
Northern Affairs yes yes yes 
Labour yes yes yes 
Consumer & Commercial Relations yes yes yes 
yes yes yes 
yes no yes 
yes no yes 
yes oo yes 
Solicitor General yes yes yes 
yes -- yes 
Correctional Services yes no yes 
yes yes yes 
yes ~~ yes 
Revenue yes yes yes 
yes yes yes 
yes yes yes 
yes yes yes 
Health yes yes yes 
yes yes yes 
yes -— yes 
yes oe yes 
Community and Social Services yes no yes 
yes yes yes 
Culture & Recreation yes yes yes 
yes yes yes 
yes =~ yes 
yes yes yes 
yes yes yes 
yes yes yes 
yes yes yes 
yes yes yes 
yes no yes 
no yes yes 
yes yes yes 
yes yes yes 
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SOUTHWEST 
French-language Services Verbal Written 
WINDSOR 
Revenue no no no 
yes no yes 
yes yes yes 
Consumer & Commercial Relations yes yes yes 
Transport. & Communications yes yes yes 
Housing yes yes yes 
Environment yes no yes 


Labour yes yes yes 
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a) Justice/Financial Sector 


In the Justice/Financial Sector a survey of five ministries 
was undertaken: Consumer and Commercial Relations; Revenue; Attorney 
General; Correctional Services and Solicitor General. Interviews were 
conducted with a selection of administrators having some responsi- 
bilities for providing French-language services both at Queen's Park 
and in one field office. The combined findings are outlined below. 


Awareness of Policy - Of the 55 respondents, a total of 50 
said that they were aware of the government's policy with respect to 
French-language services. However, the extent of their understanding 
of the policy varied considerably. A total of 21 correctly stated 
that the policy called for the provision of French-language services 
and indicated that these services should be available in designated 
areas. Of the 50 who were aware of the policy, 27 credited their 
awareness to ministerial or government directives, 14 to the media or 
personal research, 14 to the French-language services co-ordinator, 

7 to their supervisor and 3 to the Office of the Government 
Co-ordinator. While 41 out of 55 were able to describe the general 
thrust of the policy, many confined their answers to the general 
statement regarding provision of French-language services for the 
francophone population, and displayed uncertainty about the details. 


Implementation Procedures - Of the total sample, 60% stated 
they had received administrative directives regarding implementation 
of the policy. Of 36 persons questioned on the matter, 24 reported 
that their ministry had a plan of action for the implementation of 
French-language services. Again, however, there was some confusion in 
the minds of respondents as to what was involved in such a plan of 
action. It was evident that participation by managers and staff in 
the development of a plan of action had been minimal. 


Bilingual Capacity and Recruitment - Of 55 respondents, 23 
said their ministry had a staffing policy relating to positions 


requiring bilingual skills, an equal number said there was no such 
policy and 9 did not know. One headquarters-based manager said his 
ministry did have such a policy, but three of his regional managers 
believed it did not and a fourth did not know. There was evidence 
that communication of this policy has not been of the best. Some 
managers believe they are not able to require, at the time of 
recruitment, that candidates for a position possess a working 
knowledge of both English and French. Furthermore, the variety of 
ways used to determine a candidate's linguistic competence indicated a 
lack of prescribed procedures. Some respondents proposed the 
establishment of bilingual selection committees for this purpose. 
Managers said that no system had been established to determine the 
level of bilingualism required in a given position. 


Perceived Obstacles - In light of the above situation, it 
is not surprising that the most frequently identified obstacle to the 
implementation of French-language services was recruitment of 
bilingual staff. Managers reported difficulty in attracting bilingual 
persons to fill designated positions. Substantial manpower cuts in 
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recent times have resulted in greatly reduced staffing activity in 
many ministries, and adversely affected the recruitment of 
francophones. This problem is more acute in small-scale regional 
operations. When a manager is allowed to staff a vacant bilingual 
position, he is usually required to recruit from existing Civil 
Service ranks where potential bilingual candidates are scarce. 
Respondents spoke of the difficulty of retaining bilingual staff, 
particularly in areas where Provincial Government offices are in 
competition with the Federal government and private business for 
qualified bilingual personnel. This difficulty was even greater in 
situations where other employers pay a bonus for the use of bilingual 
skills. 


The government's financial constraints were mentioned as an 
impediment to progress. More than one manager said it was frustrating 
to receive directives relating to the introduction or expansion of 
French-language services but with the stipulation that they must be 
implemented from within existing resources. It results in a cynical 
attitude on the part of employees. 


The manner of selection of candidates for language training 
was criticized by some managers as a particular problem. The point 
was made that the places should be available to front-line staff 
dealing with the public rather than to managers, and that the priority 
of the function should enter into the selection process more fully 
than the category of the employee. The alleged ineffectiveness of 
language training was mentioned by a number of managers as a problem. 
They suggested that the answer was to be found in improved language 
training procedures as well as in recruitment of bilingual candidates. 
A special problem existed for those units, such as correctional 
institutions, in which employees on training courses during working 
hours had to be replaced. 


Some respondents said the lack of certain French-language 
forms and publications was an obstacle. The Translation Bureau was 
criticized by some, mainly for the length of time taken for 
translation of documents submitted to it. The point was also made 
that translators are not always aware of the inside information that 
is taken for granted by the manager and his staff and of the 
specialized language that a particular unit may use. The need was 
identified of ensuring that the translator always has adequate 
resource material available. 


Some managers thought the attitude of employees could be an 
obstacle. There were a few signs of linguistic/cultural prejudice as 
well as indications that unilingual staff members may fear replacement 
by bilingual individuals or exclusion from advancement opportunities. 
Some staff members were said to think the government was moving too 
quickly in its implementation of French-language services. 

Researchers concluded that this observation was of a piece with the 
absence of almost any "educational" effort by the government to 


communicate a sense of the urgency or purpose of the services 
concerned. 
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Availability of Services - Are Franco-Ontarians able to 
receive services in French? A substantial majority of the managers 
interviewed responded in the affirmative. However, it was evident 
that the level and scope of services varied considerably among 
regions, ministries and programs. Managers often indicated that only 
a limited number of the English-language services were available in 
French, and they usually cited a lack of bilingual staff as the 
reason. 


Oral services in French were seen to vary in availability 
from office to office and from ministry to ministry. Some managers 
said they thought it unwise to arrange for French to be used in 
answering the telephone or in greeting people at the reception desk if 
the office could not then follow through and provide actual services 
in French. 


Written services in French were easier to measure. Most 
managers took a positive attitude toward provision of written 
communications in French. Some said an ongoing bilingualization 
process was in force whereby as publications came up for revision, 
French versions were prepared. Headquarters managers appeared to be 
well disposed toward the preparation of French-language versions of 
publications and forms. In several instances the onus appeared to be 
on regional staff to identify needs. 


All ministries scored high in their capacity to respond in 
French to French-language correspondence. A number of managers 
indicated that their units were able to deal internally with 
French-language letters and that they were reluctant to use the 
Translation Bureau because of the delay. 


Some 35 of the 55 respondents indicated that all or most of 
their signs in the designated areas were in both languages. 
Responsibility for such signing appeared to be left largely to the 
Ministry of Government Services, with limited initiative taken by 
managers at the local level. For its part, the Ministry has indicated 
that the funds for this purpose are exhausted and that therefore the 
signing programs of several ministries are held back. 


| While managers often reported a low level of demand on the 
part of francophones for services in French, the researchers found 
that in most ministries not much was done to make the francophone 
population aware of the availability of such services. 


16. 
b) Social Affairs Sector 


The research team devoted attention to three 
ministries: Community and Social Services, Culture and Recreation and 
Health. Managers were interviewed at Queen's Park and in regions 
having a significant concentration of francophones. Administrators 
consulted were those having some responsibility for carrying out the 
French-language policy. Information was obtained by means of a 
questionnaire completed in the course of the interview. 


i) Ministry of Community and Social Services 


A total of 27 managers were interviewed, most of them 
directors or chief administrators. Of this number only two said they 
did not provide French-language services, both of them in the south- 
western area of the province. Two-thirds of the respondents said they 
had made an effort to identify the francophone clientele, the most 
common means being to ask for such information on application or 
intake forms, to check to see if the client's name is French and to 
carry out special studies. Nevertheless, the onus was more often than 
not on francophone clients to demand services in French. 


Awareness of Policy - All of the respondents seemed to 
be aware that a policy on French-language services existed within the 
ministry, but a quarter of them seemed to be unclear about its nature 
and significance. Over half knew that "designated areas" had been 
identified within the province and that it was the ministry's policy 
to provide French-language services in those areas. Approximately a 
third of the respondents had received information about the policy 
through the French-language co-ordinator, and another third through 
information emanating from the office of the minister or deputy- 
minister. A few had received such information through their area or 
regional offices. There were indications that the ministerial co- 
ordinator had been energetic in disseminating information and in 
endeavouring to ensure that it reached the local levels. 


Implementation Procedures - About a third of the 
respondents said they had received administrative instructions on how 
to apply the French-language services policy. All of those so 
replying were persons in regional, area or local COMSOC offices. 
Those managers who had received administrative directives were 
conscious that an obligation rested on them to apply the policy in 
their area of responsibility. 


Bilingual Capability and Recruitment - Replies to the 
question, "How many of your employees are bilingual?" varied widely, 
with one manager having no knowledge of the number and two not having 
any bilingual staff. The rest provided estimates of the percentage of 
bilingual employees that were astoundingly optimistic. In the opinion 
of the researchers, the actual bilingual capacity of these offices 
would fall far below these figures if tests of linguistic capacity 
were given. On the basis of responses of managers, the overall 
percentage of bilingual employees across all 27 offices and sub- 
offices was 36%. Some 9% of the offices had more than 65% bilingual 
staff: about 30% had from 36% to 65% bilingual staff and the remainder 
had less than 36%. These figures represented a cross-section of both 
professional/administrative and clerical staff, varying from office to 
office. In many cases, the bilingual staff had an oral capacity only. 
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A few managers, particularly in the North-East, had 
identified positions which they thought should be designated bilingual 
and intended to modify the job specifications accordingly. However, 
only about a third of the respondents said the ministry had a staffing 
policy with respect to positions requiring bilingual skills: an equal 
number said there was no such policy and the remainder were uncertain. 
Even so, there was a greater awareness of the policy in ministry 
offices than in the semi-autonomous agencies reporting to it. In 
several situations the policy whereby positions can be designated as 
requiring bilingual skills was seen by anglophones as a threat to 
promotion possibilities, and was regarded by some managers as a form 
of discrimination. It was pointed out in one instance that notwith- 
standing the importance accorded the Ministry's French-language 
services, there were still no francophone managers in COMSOC at a 
regional level, at area offices or at Queen's Park. 


About a third of the respondents said they had sent their 
employees for language training as a means of ensuring that oral 
services in French would be available. The practice was normally for 
classes to be arranged through the local community college, with 
tuition paid by the employer, and with employees given half of the 
required course time off from work. Those who had completed the 
courses were reported, however, to be hesitant to use their newly- 
acquired language skills; they felt themselves in need of further 
training. 


Availability of Services - Approximately a third of the 
respondents had used the media to publicize the fact that their staff 
had a capacity to communicate in French. Fewer than half were using 
exterior or interior signs for this purpose. 


In regard to oral communications in French, two-thirds of 
the respondents said they provided bilingual over-the-counter and 
telephone services in all areas, including sub-offices. These 
respondents were mainly in the North-East and the National Capital 
regions. The other third said they provided partial coverage. At 
another level of service, classified as "information provided in 
person" and "personal interviews", which would include counselling of 
all kinds, only one-third considered that full service was available 
in French. 


In regard to written communications, one-third of the 
respondents said their units could deal effectively with routine 
ministry correspondence in French; others said they could do so to 
some extent. Very few respondents had all forms used by the public 
available in French, although about half had a partial capacity in 
this regard. Similarly, few managers interviewed could say that the 
publications they offer to the public were fully available in French. 
About half of the respondents said that all or most of their exterior 
and interior signs were bilingual. Some questioned the advisability 
of mounting bilingual signs if matching services in French were not 
available. 
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Perceived Obstacles - Almost half the respondents said a 
scarcity of professional bilingual staff was a major obstacle. About 
a quarter mentioned difficulties over the designation of bilingual 
positions, stating there was resentment over resulting job 
advancement, restrictions and inflexibility in the use of staff 
members. Some said a scarcity of financial resources for additional 
manpower and for replacements needed during language training was 
holding them back. Others spoke of the lack of availability of 
professional training for francophones in the Civil Service. 
Translation problems were mentioned, with the comments that the 
service of the Translation Bureau was too slow. Some managers would 
like to develop their own translation facilities on a local basis. 


The researchers found that in some instances boards of 
directors of semi-autonomous agencies in designated areas were 
composed entirely of anglophones and were not always sensitive to 
French-language services. Examples are the Kirkland Lake Children's 
Aid Society, and the Cochrane-Timiskaming Resource Centre, both having 
boards composed of unilingual anglophones. 


An additional problem was seen in the practice of allowing 
unilingual candidates to occupy designated bilingual positions with 
the hope that it might later be possible to recruit a bilingual person 
for the position. 


ii) Ministry of Culture and Recreation 
Field Offices 


Eight field offices were visited, located in various 
regions. Managers in all eight said they were providing French- 
language services. Most had made an effort to identify the 
francophone clientele they served. 


Awareness of Policy - All respondents reported that they 
were aware of the government's French-language policy and that they 
recognized an obligation to provide services in French. Few could 
describe specified elements of the policy. Most had learned of it 
through the Government Co-ordinator or ministerial co-ordinator. 


Implementation Procedures - One-third of the respondents 
said they had received administrative directives from their superiors 
on how to apply the policy and one-quarter stated that their ministry 
had a plan of action for implementation. 


Bilingual Capacity and Recruitment - The combined responses 
of managers in the eight field offices seemed to indicate that 
two-thirds of the employees had some French-language capacity, 
although again the researchers doubted the accuracy of this estimate. 
The practice was followed of asking the ministerial co-ordinator to 
assess the French-language skills of candidates for designated 
professional positions. Fewer than half the respondents had sent 
their employees for language training. In the South-West the 
French-language training programs were seen as inadequate. 
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Availability of Services - In regard to oral communica- 
tions, the majority of the respondents said that they provided some or 
all over-the-counter and telephone services in French, but only one- 
quarter offered French-language coverage in personal interviews. Oral 


services were more comprehensive in Ottawa, Timmins and North Bay than 
elsewhere. 


On the question of written communications, over half of the 
managers said that their offices had an adequate capacity for dealing 
with correspondence in French; all but one had forms in French. Most 
of the offices provided some publications in French, but procurement 
of such publications was said to be a problem. Some said it was 
difficult to obtain rapid service from the Translation Bureau and that 
they were often tempted to have the work done in the office, although 
to do so would place an extra burden on the francophone staff. 


Perceived Obstacles - Half of the respondents cited a 
scarcity of bilingual professional staff as a major problem. Some 
said the lack of financial resources for additional manpower to meet 
French-language needs was an obstacle to progress. Three of the eight 
managers were francophones, and they said that they were carrying an 
extra workload in meeting the need for French-language services. 


Cultural divisions 


Visits were made by the researchers to the Arts Heritage 
and Libraries Division and the Heritage Conservation Division of the 
Ministry. 


Policy Awareness - All the respondents said they were aware 
of the government's French-language policy; half of them stated that 
they considered themselves under some obligation to provide 
French-language services, but two respondents said they thought they 
should do so only if requested by a francophone client or client 
group. Four had been informed of the policy by their ministerial 
co-ordinator, two said they had received administrative directives, 
and none seemed to be aware of a ministerial plan of action. 


Bilingual Capacity - Of the total staff in the two 
Divisions, 21% were said to be bilingual, but two of the six branches 
involved had virtually no capacity in the French language. 


Availability of Services - All six respondents in these two 
Divisions said French-language services were being provided. Four of 
the six said partial bilingual over-the-counter and telephone services 
were available in their sections, and also that personel interviews in 
French were possible. Five respondents said publications were 
available in French. 


Obstacles - In terms of obstacles encountered, two of 
the respondents replied that lack of bilingual staff at both 
professional and administrative levels was the main problem. Also, 
there was little turnover of staff and therefore not much chance to 
find places for bilingual candidates. Scarcity of financial resources 
for extra bilingual positions and for translation work was also 
ment ioned. 
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iii) Ministry of Health 


In giving attention to French-language services within the 
fields of responsibility of the Ministry of Health, the Researchers 
visited 30 units, of which 18 were under the direct administration of 
the Ministry and 12 were hospitals. All 30 of the managers inter- 
viewed were responsible for their particular field of operations, and 
all of them were in designated bilingual areas. 


Awareness of Policy - Most of the managers said they were 
familiar with the government's policy on French-language services. 
Three of the 12 hospital administrators and half of the government 
managers were able to give a reasonable definition of the policy. 
Those who were adequately informed said they had learned of the policy 
through Ministry press releases or through documents emanating from 
the Ministry's Co-ordinator. 


Implementation Procedures - Among the government managers, 
8 of 18 said they had received administrative directives about the 
policy. All 8 managers felt they were under an obligation to take 
action in conformity with the directives, and all of them were aware 
that the Ministry had developed a plan of action for implementation of 
French-language services. Some of the respondents said, however, that 
the task was not easy since the demand for French-language services 
was not sufficient to justify the cost of undertaking the necessary 
reorganization of the service. 


In the hospitals visited, only 4 of the 12 managers were 
aware of having received administrative directives from the Ministry 
on the implementation of the policy. Of the 4, 2 felt themselves to 
be under some obligation to act on the directives; the others said 
the directives were irrelevant because the hospital had already 
fulfilled its obligations relating to French-language services. Some 
of the other managers said that it would be interference on the 
ministry's part if it sent administrative directives on French- 
language services to them. 


Bilingual Capacity and Recruitment - More than half of the 
30 managers said that their Ministry had no policy of recruitment of 
bilingual staff for designated bilingual positions. Several hospital 
managers said such a policy would not apply to them because of their 
independent status. The majority of managers knew how many bilingual 
staff members they had on strength, but half of them did not have any 
particular procedure for determining the level of linguistic skills. 


To try to meet the need of oral communication in French 
more fully, most of the managers said they had made use of Ministry 
funds to arrange language training for employees. Of 12 hospitals 
visited, 11 had received Ministry grants for this purpose. Opinions 
on the value of such language training was divided. 


Perceived Obstacles - In the interviews the managers 
mentioned several obstacles to the improvement of French-language 
Services. These included: the difficulty of recruiting bilingual 
professionals; a lack of funds to pay for signs, translation and 
general services in French; the inability of units to replace staff 
sent on language courses; the difficulty of justifying 
French-language services in the face of a weak demand. 
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Availability of Services - Most of the managers affirmed 


that their units were offering first-line services in French, i.e. 
reception, information and telephone services. However, as has been 
pointed out by francophone spokesmen, when a francophone goes to a 
hospital it is not superficial communication that counts, but 
treatment services. It was evident in the interviews that services in 
hospitals by professional health personnel are rarely available in 
French, even though the hospitals visited in this Review are all in 
designated areas. 


Oral communication in the government units is apparently 
possible in French in about a third of the situations encountered. In 
most of the units visited, interviews can be conducted in French on 
some occasions, but by no means in all circumstances. In the 
hospitals, of the 12 institutions visited, 7 said they could provide 
oral communication whenever required, and 4 said that interviews in 
French would always be possible. The reason given for the 
deficiencies was usually that an insufficient number of bilingual 
staff members were available for the purpose, particularly at the 
professional level. 


Written communication in French is at about the same 
level. The majority of managers in government units and hospitals 
alike said that some but by no means all of their publications and 
forms were available in French. The usual comment of managers was 
that the clients with whom they dealt were sufficiently bilingual to 
use the English-language forms. More than half of the managers said 
they could arrange for replies to be sent in French when French- 
language correspondence was received. It is often left to local 
employees to prepare the out-going letters in French, and the results 
are sometimes of doubtful quality. (To overcome this last problem, 
COMSOC offers a telephone consultation service on French-language 
correspondence, a practice the Ministry of Health might wish to 
adopt. ) 


Some of the managers said they did not use the central 
Translation Bureau in Toronto but relied for major translation jobs 
instead on regional translators, whose work was faster and cheaper. 
Replies were varied to the question about bilingual signs, with some 
organizations having converted all of their signs to a bilingual 
format and others none. On occasion concern was expressed that signs 
in French would lead the public to expect more French-language 
communication than the organization could provide. 


The researchers ascertained that communication in French is 
more readily possible in some regions than others. Thus, in the 
organizations they visited in Ottawa-Carleton, most of the oral 
services were available at all times, although this was not true for 
services offered by health professionals. In the North-East, Central 
and South-East regions, full-scale oral services in French are 
available in less than half the situations examined. In the 
South-West and North-West regions they did not find any offices or 
institutions in which oral services in French were always available. 
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C) Other Sectors 


The researchers visited regional offices of ministries and 
agencies generally, and through these consultations were able to 
obtain some impression of the varying levels of French-language 
services according to locality. 


In the North-East region they visited Sudbury, North Bay 
and Timmins, and in those places they called on offices of the 
ministries of Agriculture and Food, Labour, Industry and Tourism, 
Environment, Housing, Transportation and Communications and Northern 
Affairs, and also the Workmen's Compensation Board. 


All the offices visited declared that they offered some 
services in French. There was a wide variation in the perception by 
managers in these offices of the extent to which francophones were 
included in their clientele. This may have simply reflected a varying 
degree of use by francophones of the services of the offices 
concerned. Thus, managers of Agriculture and Food declared that 40% 
of the people with whom they dealt were francophone, and 10% were 
unilingual French-speaking individuals. By contrast, only 6% of the 
requests for information reaching the Workmen's Compensation Board 
were submitted in French. Similarly, only 6% of the clientele dealing 
with the offices of Industry and Tourism on tourist matters were 
thought to be francophones. Managers said they identified 
francophones by their accents or by their names. It was evident to 
the researchers that a good many clients in these offices made their 
first approach in English and switched to French only if it was clear 
that they could obtain satisfactory responses in their mother tongue. 
Francophones seemed hesitant to use French in a predominantly 
English-language situation. Some managers told the researchers they 
did not see the advantage of learning French in a situation in which a 
majority of Franco-Ontarians were bilinqual. 


It was ascertained that in most of the offices visited if a 
person wished to communicate in French he must first address the staff 
in English because very often the persons at the counter are 
unilingual anglophones. The francophones, being accustomed to this 
state of affairs, rarely insisted on speaking French unless the person 
at the counter happened to be a Franco-Ontarian. 


In none of the offices visited was there evidence that 
complaints have been made to any of the managers concerned about the 
level of services offered in French. The researchers did ascertain 
that there are a number of French-speaking managers in the region and 
that these managers communicated in French; unfortunately their work 
was made more difficult by the comparative lack at the technical level 
of publications and forms in French. Some documents had been 
translated but many more remained to be done. 


In the Ottawa-Carleton Region, in Government offices of 
ministries in the Resources Development, field the majority of 
managers showed a greater awareness of the importance of French- 
language services. The managers expressed a readiness to ensure that 
services were available to the francophone population at the same 
level as to the anglophone population. 
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Oral communication in French by telephone seemed generally 
to be available, and in cases where the civil servant answering did 
not have a French-language capacity, he regarded it as his duty to 
refer the call without delay to someone who could speak French. 


Availability of written materials in French was less 
extensive. Not all the publications of Ontario ministries had been 
translated. Only the most important and those in greatest demand were 
offered in French. It was often stated that others were in the 
process of being translated. 


Bilingual signs were to be seen at entrances to the offices 
and at appropriate places inside. 


The Ontario Government's policy on French-language services 
was well understood by the managers interviewed in the Ottawa-Carleton 
Region. Some said they had learned of the policy not through official 
documents, but through the media or through conversations with other 
civil servants. Emphasis was placed by the managers on the necessity 
of recruiting an adequate number of bilingual personnel, but with care 
taken to ensure that the language capabilities of candidates were 
adequate. 


The researchers treated as one sector their visits to the 
South-East Region (Kingston, Cornwall), the Central Region (Toronto) 
and the South-West Region (Windsor) and in the course of this tour 
visited offices of Northern Affairs, Transportation and Communica- 
tions, Housing, Environment, Labour and Industry and Tourism. In 
these particular areas they did not expect to find a broad range of 
services in French, but they did have comments about certain 
deficiencies. They said the level of services in French seemed to be 
available but with a limited number of bilingual personnel. It was 
sometimes necessary for offices there to put through a call to Ottawa 
in order to make it possible for a client to consult in French on a 
matter of interest to him. 


In Windsor, all managers encountered gave the assurance 
that they were ready to offer services in French but they said that 
there was very little demand. They said that when a demand did 
manifest itself, they made a real effort to ensure that services in 
French were available. 


Evaluation 


In evaluating the preceding sections it was evident that 
the degree of the government's commitment to provide French-language 
services is not at all clear in the minds of senior managers. Special 
measures are needed to communicate the policy at senior levels and to 
emphasize its importance. It is necessary to overcome inertia and to 
promote reasonably uniform approaches to implementation. 


There is insufficient inclination at senior levels to see 
the government's policy as an instrument to enable Franco-Ontarians to 
retain their linguistic and cultural distinctiveness and preserve _ 
their language and traditions. This aspect of the government's policy 
should be stressed on appropriate occasions by the minister concerned 
as well as by his or her senior spokesmen. The former COMSOC 


Minister, for example, did so on a number of occasions. 
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The fact that a certain proportion of managers knew little 
about the policy, and others had learned about it through the press, 
indicates that much more effective means should be sought to convey 
the policy to those concerned. There is no clearly-established method 
common to all government institutions but those that are used do not 
seem to be very effective. Vigorous and imaginative efforts are 
needed to solve this problem. 


Interviews with managers in designated areas indicate that 
French-language services are not available nearly to the extent that 
they should be if the government's policy is to be accepted at face 
value and be implemented to the full. There are many gaps. 
Furthermore, both at headquarters and in the regions attention seems 
to be focused on information and communication services in French, 
which are important enough, but with little emphasis devoted to 
French-language services of substance, such as counselling, health 
care and social services. 


Cabinet directed some time ago that each ministry providing 
French-language services in designated areas should convene meetings 
of directors and managers of regional offices to discuss the policy. 
It was not apparent in the interviews that many ministries had carried 
out this instruction. It was the view of the researchers that much 
more should be done along these lines. 


The researchers formed the opinion that managers in the 
regions were not doing enough to make the availability of their 
French-language services known. It should be a responsibility of 
managers in the regions to establish contact with francophone groups 
and in some cases to place advertisements in the media for this 
purpose. The researchers noted particularly that some hospital 
administrators appeared insensitive to the needs of the francophone 
population they served. 


In many instances managers felt they were hampered in the 
delivery of French-language services by an inadequate number of 
bilingual employees. This is a key problem which must be tackled on 
several fronts. There is no single solution, but various measures 
will help, including designation of bilingual positions, the 
encouragement of bilingual persons to apply for bilingual positions, 
the opening of designated bilingual positions to persons from outside 
the Civil Service, the training and development of Francophones 
already in the Civil Service and so on. Some of these issues are 
dealt with in detail in the section of this report relating to 
"Development of Bilingual Capacity". 


The Government Co-ordinator was able to report earlier this 
year that a majority of ministries and several crown agencies had 
adopted an official version of an official policy on French-language 
services and had distributed it within their organizations. The 
information gathered by the researchers would indicate that while this 
policy document may have arrived in various offices, it obviously did 
not attract much attention or impress the recipients with its 
importance. 


government 
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The need was evident in the visits and interviews to 
collect and codify for the benefit of civil servants all the existing 
decisions and directives on French services that carry the full weight 
of government authority. As indicated in recommendat ion 25. this 


compendium of directives should be published in the Manual of 
Administration. 


Recommendat ions 


On the basis of interviews with managers throughout the 
service, it is recommended: 


4) 


5) 


6) 


7) 


8) 


9) 


10) 


that ministries and other agencies of government seek to 
establish a level of French-language services which in 
quality and avatlability will be commensurate with the 
government's policy and intentions, and that for this 
purpose they develop an operational plan with targets 
and timetables; and that they prepare periodic reports 
on thetr progress; 


that in addition to providing information and communica- 
tion services in French, mintstries and agencies ensure 
that the services of substance, such as counselling, 
health care and social services are available to franco- 
phones tn their on language; 


that measures be taken to develop greater understanding 
and acceptance throughout the government service of the 
French-language services policy, and that to this end an 
information booklet be prepared under the authority of 
the Government Co-ordinator of French-language Services 
and be given wide distribution; 


that ministertal co-ordinators supplement the new 
section of the Manual of Administration dealing with 
French-language services (recommendation 2) with a text 
giving explanations of the directives in terme of the 
operations of their ministries and descriptions of 
internal procedures, and that the combined texts be 
given generous internal distribution; 


that the section of the Manual of Administration dealing 
with French-language services (recommendation 2) be sent 
by the Management Board to all deputy ministers and 
heads of agencies concerned, and that they be asked to 
ensure that the directives are fully tmplemented; 


that mintstries convene seminars and discussion meetings 
both at headquarters and in the regions to review the 
baste policy on French-language services; 


that managers in the regions take the initiative tn | 
making known in their geographical area the avatilability 
of French-language services. 
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4) Quality and Availability of Services 
As Perceived by Franco-Ontarians 


One of the objectives of the Review was to obtain opinions 
and assessments from Franco-Ontarian groups and individuals as to the 
adequacy and quality of French-language services offered. Question- 
naires were sent to 130 Franco-Ontarian organizations. Since the mail 
strike slowed down the arrival of replies, many of the responses were 
obtained by telephone. A total of 73 completed questionnaires were 
assembled. An advertisement was placed in French-language newspapers 
inviting comments, but, in part because of the mail strike, it did not 
bring in a significant response. 


Minimum Level Services - A considerable difference exists 
between the perception held by many government officials of the degree 
to which existing French-language services meet francophone needs and 
the assessment by Franco-Ontarian representatives of what the 
government is and should be doing. Senior managers display little 
positive commitment to the active offer of services in French. 
Franco-Ontarians are inclined to think that the services in French 
should be comparable in extent, quality and availability with those 
offered aneEngl rsh. 


A majority of the civil servants and agency officials 
interviewed seemed to believe that Franco-Ontarians were well served 
by their provincial government in their own language. Many linked the 
question to manifest demand, arguing that a limited service in French 
is appropriate if the level of demand is low. By contrast, the 
majority of Franco-Ontarian representatives perceived the government's 
French-language services as being available at a minimum level. 


It was the opinion of some Franco-Ontarian representatives 
that the government had decided to provide just enough services in 
French to placate the Franco-Ontarians. The government was not seen 
as taking the initiative. The view was expressed that French-language 
services ought to be provided not solely in response to expressed 
demand, but at a level commensurate with the potential French-speaking 
clientele. 


General Reaction - A majority of representatives said they 
were familiar with the government's policy on French services and 
about half reacted to the policy in positive terms. Some said the 
policy was too vague. About half did, however, express partial 
satisfaction with the existing services in French, some noting that 
goodwill was evident on the part of the civil servants, but that 
communication in French remained difficult. About half the repre- 
sentatives reported receiving correspondence in French from government 
offices. The same group said they usually found publications to be 
available in French, but not always. When stocks of French-language 
publications ran out it took a long time to replenish them. Most of 
the representatives said they had had occasion to use the services of 
ministries and agencies: the services most frequently mentioned were 
those of Consumer and Commercial Relations, COMSOC, Culture and 
Recreation, Education, Health and Attorney General. Some said more 
should be done to make Franco-Ontarians aware of the French-language 
services available in these and other ministries. 
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While most of the representatives said they usually 
endeavoured to communicate with the government offices in French, it 
was noted that much patience was needed, particularly in waiting for 
written replies. Many of them found that the services in French they 
received by telephone and over-the-counter, as well as the information 
and interviews given in person, were frequently available in French 
but not in a consistent manner and not in all the areas where they 
should be. The degree of success in obtaining services in French was 
said to depend on the particular ministry, with some ministries being 
much more responsive than others. 


Lack of bilingual employees was identified by some as a key 
obstacle to the provision of services in French. Some said they 
obtained French services in the regions to a greater degree than they 
did in dealing with Toronto-based staff. 


It was pointed out in one interview that the Ministry of 
Culture and Recreation, by its structures, tends to obscure the 
special position of French in Ontario by lumping it in with 
multiculturalism. Franco-Ontarian organizations seeking funds are 
told to apply to the Multiculturalism Division, because that's where 
the budget for such purposes is controlled. It is a requirement that 
irritates Franco-Ontarians. 


suggested Improvements - Managers reported a general 
absence of complaints in their dealings with the francophone public. 


This did not mean, as it turned out, that the Franco-Ontarians did not 
have suggestions for changes they would like to see made. A number of 
the Franco-Ontarian representatives said they had submitted proposals 
to ministries for improvements in French-language services. These 
included the possibility of making registrations in French under the 
Registry Act; creation of a French-language administrative structure 
in the Ministry of Education; provision of services in French in 
certain hospitals; improved handling of translation needs; development 
of linguistic competence tests; increased recruitment of bilingual 
staff. Some representatives said they had suggested that Ontario be 
formally declared a bilingual province, and others had proposed that 
symbolic rights to French-language services be achieved through 
legislation. There was also the suggestion that Ontario declare 
itself to be subject to article 133 of the B.N.A. Act, thereby 
requiring the Legislative Assembly and the Courts to accept French as 
an official language. 


Evaluation 


The evaluation of this section and the recommendations 
arising therefrom are combined with the evaluation and recommendat ions 
relating to the two following sections of the Report and are to be 
found at the end of the section on "Concerns of Franco-Ontarian 


Organizations". 
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5) Extent of Demand for Services 


The question of the extent of demand for French-language 
services was a major focus of the Review. While the Census figures 
provide some guidance, a sound statistical measurement of the number 
of persons who, given a genuine choice, would prefer to receive 
government services in French is difficult to achieve. Furthermore, a 
tally of calls, requests and correspondence does not give a true 
picture of the potential need since many of the services are new and 
not well known, and in some instances are a preliminary stage only and 
therefore are not much patronized. 


The Franco-Ontarian associations contend that the latent 
demand is substantial and that it will manifest itself if adequate 
services are made available. They believe that the true level of 
demand cannot be objectively determined except by offering the service 
and then checking the response, assuming that the service provided in 
French is of a sufficiently good quality to be meaningful. As the 
representative of one Franco-Ontarian association expressed it, "It 
is important to understand that Franco-Ontarians prefer to make do 
with English-language services if the French-language capacity of the 
person with whom they are dealing is so inadequate that they fear they 
may not be getting the right answer. They will continue to do so if 
the service given in French is so poor as to be unreliable and 
inferior to the service in English. 


The point being made is that Franco-Ontarian "demand" 
should not be measured simply in terms of the degree of insistence on 
being served in French over-the-counter and on the telephone, but also 
in terms of Franco-Ontarian proposals for a suitable French-language 
infrastructure that would encourage Franco-Ontarians to take a pride 
in their language and assume some administrative control over their 
cultural destiny. 


The researchers showed that little effort had really been 
made by ministries, with some notable exceptions, to determine the 
extent of the need for French-language services. Managers were often 
not aware of the proportion of francophones in their areas or of the 
degree to which the francophones concerned would prefer to be served 
in French. In interviews with the government officials it was clearly 
apparent that in many instances it would be more realistic to speak of 
the services obtained by francophones than to speak of services 
offered to the Franco-Ontarian population. 


In numerous cases managers stated that it was rare in their 
experience to encounter francophones who were unable to converse in 
English and therefore who needed French-language services. This 
reflects a common attitude among ministerial staff, that service in 
French is only really necessary or legitimate to the extent that the 
client has an inadequate command of English. This is manifestly a 
distortion of the government's intent. 
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Renseignements-Ont ario - An index of the extent and nature 


of demand for French services is in some measure provided by the 
pattern of calls made to Renseignements-Ontario, the special 
information service in the Office of the Government Co-ordinator 
which, since its inception on December 1, 1980, has let it be known 
that it will accept toll-free calls in French on any government 
matter. In its first six months it received 1,993 calls: 960 from 
Eastern Ontario; 458 from Central Ontario; 387 from the North-East; 
109 from the North-West; 79 from the South-West. These calls 
concerned the programs of more than 20 ministries and agencies. 


Most of the calls were from francophones who had difficulty 
in speaking English and wished to be sure of getting the information 
in French or from persons who, although adequately bilingual, simply 
preferred to speak French. 


The ministries whose responsibilities were most frequently 
the subject of telephone calls were: Colleges and Universities, 
Consumer and Commercial Relations, Education, Industry and Tourism, 
Attorney General, Revenue, Health, Community and Social Services. 


Colleges and Universities - Students called to enquire 


about the possibility of taking courses in French and about 
special programs to help francophones pursue their studies 
in their own language. Some teachers called to ask about 
professional grants and other matters. 


Consumer and Commercial Relations - Some callers complained 
about the inadequacy of bilingual services in Consumer 
Protection Offices across the province. Many questions 
were asked about conflicts arising between landlords and 
tenants. The number of callers who asked if it is possible 
to obtain a birth certificate in French indicated the 
interest of francophone citizens in being identified as 
such. 


Education - Many students called seeking information about 
courses. Often they were not aware of the bilingual 
information system available in many secondary schools, and 
this was brought to their attention. 


Industry and Tourism - The number of calls received in the 
form of requests for tourist information and publications 
would indicate that the bilingual telephone information 
system of the Ministry of Industry and Tourism is not well 
enough known to the francophone population. On industry 
matters, callers had to be told that very few publications 
are available in French in this field. There were many 
requests for the booklet "How to Start a Business in 
Ontario", but it is available in English only. 
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Attorney General - Some francophone citizens expressed 
anxiety about having to use English in a court of law. 
They were told in which courts they could have a French- 
language trial or could have the service of an interpreter 
at government expense. Complaints were received about the 
lack of a public interpreter for proceedings in the Small 
Claims Court. Problems involved in the preparation of 
wills in French also came in for attention. Copies of 
statutes in French were requested. 


Revenue - A number of calls were received about the various 
programs of the Ministry of Revenue for senior citizens. 
The complaint was made that the information telephone 
number in the Ministry is almost always busy and the 
recorded message is in English. 


Health - Questions about 0.H.I.P. accounted for a high 
percentage of the calls relating to health matters. A 
French-language brochure on 0.H.I.P. provides the answers 
but obviously has not had a sufficiently broad distri- 
bution. 


Community and Social Services - Many calls were received 
from people who were old, impoverished or in difficulty of 
some kind and who hoped to be able to benefit from one or 
more of the COMSOC programs. It was often the case that 
the callers lacked the required information, and that the 
French-language information network was not sufficiently 
widespread. 


The pattern of calls reaching Renseignements-Ontario 
revealed first, that francophones do not know enough about the 
existence of French-language services that have been established, and 
second, that a principal failing has been in the distribution of 
French-language printed materials which are sufficiently informative 
but have not reached the people concerned. Another subject of 
criticism by francophones was the inadequate level of French-language 
capacity of some bilingual officers in the government. The impression 
was gained from callers that it would be preferable for all 
receptionists in offices offering French-language services to be able 
to speak French. 


CAFO Questionnaire - To assist the Committee in determining 
the extent of demand, the Council for Franco-Ontarian Affairs included 
four questions on language services in a questionnaire distributed for 
purposes of its directory of Franco-Ontarian organizations. It asked 
whether the respondents used French in communicating with the 
government and if they were satisfied with the result. If not 
satisfied, they were asked to indicate whether or not they had 
protested, and if so what had been the outcome. The results of the 
questionnaire are given below: 


In reply to the question of which language they used in 
communicating with the Government, 349 respondents said 
they used French and 70 said they used English. The 
answers to this question by region were: North-East - 
137/22; East - 156/30; South-West - 10/4; Centre - 45/14; 
North-West - 1/10. 
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Of those who replied to the next question, i.e. whether or 
not they were satisfied with the French-language services 
of the government, 179 said "Yes" and 147 said "No". Of 
those who said "No", 105 indicated that they had let the 
government know that the services were unsatisfactory. Of 
this number in turn 57 thought that something had been done 
as a result of their negative reaction. 


In replying to the CAFO questionnaire, a number of 
respondents added comments in writing about the French-language 
services in their region. 


North-East Region - The varied comments included: an 
assertion that francophones should not have to struggle to 
obtain what should be a right; an opinion that there had 
been progress but that the delays involved in getting 
service in French were long, particularly in regard to 
French-language correspondence and publications; a demand 
that French be recognized as an official language of 
Ontario; a proposal that homogeneous French-language school 
boards be established; a complaint that some ministries did 
not offer French-language services in the region; an 
observation that the sign "English only spoken here" in a 
New Liskeard hospital did not seem to be in accordance with 
the government's policy. 


Eastern Region - The majority of comments were critical of 
the government's French-language services. Mention was 
made of inadequate oral communication in French, of slow 
French-language correspondence and of delays in getting 
French-language publications. There were complaints about 
lack of French-language services in hospitals and 
government offices. 


Central Region - Respondents deplored in their replies an 
insufficient francophone presence in the government, 
inadequate French-language health services, delays in the 
publication of documents in French, and the "near 
impossibility" of getting a response in French when dealing 
with government offices by telephone. 


South-West Region - Among the few comments from this 
region was the opinion that there is great room for 
improvement in the existing French-language services, and 
an observation that it is still not possible to deal in 
French with the Windsor office of the Ministry of Culture 
and Recreation. 


North-West Region - Only one questionnaire was returned 
from this region and in it the respondent expressed himself 
as well pleased with the services offered to francophones 
by the Ontario Government. 
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TELEPHONE SURVEY - To explore further the nature and extent 
of the demand for French-language services, a telephone survey was 
conducted. Some 500 Franco-Ontarians throughout the province in the 
designated areas and appropriate areas responded. Their names were 
selected at random from telephone directories, but on a province-wide 
basis the pattern of calls reflected the proportions of Francophones 
in the population by region. The results were as shown below: 


Distribution of the calls was as follow: 


Central 16 
East 160 
North-East 265 
North-West 31 
South-West 28 


The telephone survey clearly demonstrated that the quality 
of French-language services varies widely throughout the province. In 
the heavily populated francophone areas of Eastern and Northeastern 
Ontario, Franco-Ontarians are generally aware of French-language 
services and have usually been satisfied with the efficiency and quick 
results. However, those in other areas are largely unaware of the 
services and do not use them, possibly because in the West and 
Northwest they must put up with rather poor French-language services 
and in the Central area, the quality of services is very uneven. From 
conversations with the persons called, it was evident that some 
ministries are more responsive than others to francophone needs. They 
list their phone numbers in the French section of the blue pages of 
the telephone directories only if they are able to communicate in 
French. In the table below, the first figure indicates the number of 
calls made in French while the second, separated from the first by an 
oblique stroke, shows the total number of calls for the subject and 
region concerned. In each case, the caller informed 
Renseignements-Ontario that he had no trouble receiving an answer in 
French. 


Central East North-East North-West South-West 


Workmen's 15 104270051761 1/7 1/3 
Compensation Bd. 

Consumer Affairs 272 14/16 10/16 172 0/0 

Hospitals 0/8 52/69 61/109 4/13 1/20 
Rental Housing 0/0 8/8 2/5 142 0/0 

Provincial Parks 1/2 15/38 10/29 2/11 0/0 


Driving Permits 2/6 61/91 "80/82 3747 1/17 
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While the above table shows the results for six subjects, 
the survey covered 20 topics all told. The results were generally 
Similar in every case, i.e. a greater awareness of French-language 
services in the East and North-East areas. 


Telephone Directories - Just over 50% of those called said 
they were familiar with the blue pages in their telephone directory 
where French-language listings are given for Ontario Government 
offices. The number of listings for Ontario Government offices in 
English and in French (blue pages) in local telephone directories is 
shown below for selected localities. 


English French 
Ottawa 36 36 
Hawkesbury-Cornwall 19 66 
Windsor 79 31 
Sudbury 35 35 
Niagara Region 82 27 
Timmins 126 126 


While this particular telephone survey was focused on 
francophone citizens and sought to ascertain what their experience had 
been in dealing with government offices, the researchers were of the 
opinion that additional surveys should be conducted, directed to the 
offices themselves. Under the supervision of the Office of the 
Government Co-ordinator, a series of telephone calls could be made in 
French to all offices in a given region to determine the extent to 
which they were able to offer French-language services, at least in 
answering the telephone. 


COMMUNICATIONS - It was evident in the Review that 
communications in French are not always satisfactory. Ministries with 
communications branches dealing extensively with the general public do 
not always have a French-language capacity even though a Cabinet 
decision states that ministries with substantial information 
requirements should ensure that there is an information officer on 
staff capable of operating in French. With regard to forms and 
publications, the words "wherever practical" in the present policy 
allow some ministries to escape the necessity of publishing in French. 
It should be accepted that any form or document for public 
distribution (as distinct from specialized papers) should be available 
in French. Ideally public documents should be printed in a bilingual 
version: if that is not possible, there should be an English and a 
French version. In every case French-language services should form 
part of the action plan of a communications branch, with part of the 
budget being allocated to the maintenance and improvement of such 


services. 
Evaluation 


Evaluation of this section is included at the end of the 
next section of the Report. 
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6) Concerns of CAFO and ACFO 


It was thought relevant for purposes of the Review to 
determine what are the major current concerns of the two Franco- 
Ontarian organizations which reflect and represent Franco-Ontarian 
interests and opinions in dealings with the Ontario Government - the 
Council for Franco-Ontarian Affairs (CAFO) and the Association of 
Franco-Ontarians (ACFO). Information from recent public documents of 
these two organizations is given below. 


Council for Franco-Ontarian Affairs 


In its last annual report the Council for Franco-Ontarian 
Affairs (CAFO) spoke of its dual mandate: 


- to proffer criticisms and observations to the Government, 
in consultation with the ministries concerned, through the 
Minister responsible for the co-ordination of government 
services in French, on everything that affects Franco- 
Ontarians except education; 


- to maintain close ties with the Franco-Ontarian community 
in order to be more familiar with its needs and aspira- 
tions, and to offer advice, guidance and encouragement to 
groups from all spheres of Franco-Ontarian society with 
regard to forming provincial associations. 


The researchers saw CAFO as the main channel for- conveying 
to the Government information on the attitudes, interests and 
requirements of Franco-Ontarians. It is a representative body whose 
15 members are drawn from widely-separated geographic regions of the 
province and from differing sectors of work experience, and thus it is 
able to present a cross-section of Franco-Ontarian opinions. 


Problems and Proposals - In CAFO's opinion, as expressed 
in its annual report, there was a significant improvement during 
1980-81 in the French-language services of the Ontario Government, but 
it also believed that much remained to be done. It was the view of 
CAFO that priority problems relating to French-language services 
require attention, amongst others in the fields of health and social 
services, recreation, culture and cable television. In these areas 
francophone needs should be given as much consideration as anglophone 
needs. 


A study by CAFO has shown that except in the Federal 
Public Service and in the education sector, there is a serious lack of 
francophones in almost all the professional fields. While 
francophones make up 6.3% of the population in Ontario, there is cause 
for alarm in their low representation in the professions, as indicated 
in the following figures: pharmaceutical field, 1.4%; dental arts, 
2.3%; medicine, 3.6%; architecture and engineering, 2.2%; social 
sciences, 2.5% and legal sector, 2.4%. 
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| | Two proposals directed to specific ministries were 
included in the CAFO annual report as follows: 


- that the Ministry of Culture and Recreation undertake an 
enquiry into the needs and expectations of Franco- 
Ontarians with regard to services in French in the fields 
of sports and fitness; 


- that the Ministry of Health encourage the establishment of 
French-language advisory committees in hospitals, 
reporting in each case to the board of directors, and also 
that francophones be appointed to regional boards of 
health. 


In a meeting with Premier Davis and members of the 
Policies and Priorities Board of the Cabinet early in 1981, CAFO made 
a number of recommendations, among them the following: 


- that legislation on French-language government services be 
adopted; 


- that a study be undertaken of the means by which an 
increase can be achieved in the number of Franco-Ontarians 
in middle and senior management positions; 


- that a French-language television station be established 
for Eastern Ontario; 


- that increased production of French-language television 
programs by TV Ontario be arranged. 


Association of Franco-Ontarians 


The Association of Franco-Ontarians (ACFO) is an umbrella 
organization whose purpose is to identify and support the interests of 
the francophones of the province and to promote action at various 
levels of government - federal, provincial and municipal - to meet 
Franco-Ontarian needs. Its leaders meet periodically with the Premier 
and some members of the Cabinet for an exchange of information and 
opinions on Franco-Ontarian questions. A useful catalogue of the 
concerns of ACFO is to be found in the record of the resolutions 
adopted at its General Assembly, held in Windsor in August 1981. 

Those with relevance are summarized below. 


Education 


- that the homogeneous French-language school board, 
guaranteeing existing religious rights, be regarded as the 
only acceptable concept and the only viable educational 
structure for the francophones of the province; 


- that ACFO support the establishment of homogeneous 
French-language community colleges and universities in 


Ontario; 


- that in the Ministry of Education all the education 
officers concerned with French-language matters be brought 
together under a deputy minister who would have 


decision-making authority; 
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that ACFO ask the Government of Ontario to allocate funds 
for the training and professional development of Franco- 
phones to help meet the shortage of professionals able to 
provide services in French; 


that the University of Ottawa admit a greater number of 
candidates to the French-language Common Law section of 
the Faculty of Law. 


Health 


that the proposed regional hospital at Timmins be a 
bilingual institution; 


that funds be provided by the Government of Ontario to 
provide the following services in French: day care centres 
for children under five, residences for the physically and 
mentally handicapped, after school programs for children, 
detoxification centres, recreational day centres, 
residences for the aged; 


that the Ministry of Health provide funds for an 
independent study to be made of the language requirements 
of each hospital in a designated region; 


that the board of directors of every hospital in a 
designated area establish a permanent committee to concern 
itself with the development of services in French, 


Justice 


that ACFO conduct a province-wide campaign in support of 
an enumeration of French-speaking voters, in conformity 
with the principles of elementary justice: 


that ACFO, in co-operation with the Association of French- 
Speaking Jurists, conduct a campaign to encourage franco- 
phones to use the French-language services offered by the 
judicial system of the province, including proposals that 
a series of television programs be developed for this 
purpose; 


that the Attorney General make known the measures he 
intends to undertake to facilitate the use of French in 
civil courts; 


that the organizations concerned increase the number of 
bilingual personnel in judicial and quasi-judicial sectors 
of the province; 
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Culture and Recreation 


- that ACFO urge the Ministry of Culture and Recreation to: 


- establish within its own organization a better 
co-ordination of the French-language services it 
provides in the fields of sports and physical fitness; 


+ encourage the municipalities to provide recreational 
services in French; 


. conduct a major study of the sport and physical 
fitness facilities available to Franco- Ontarians. 


- that ACFO urge the Ministry of Culture and Recreation to 
encourage municipalities to offer recreation services in 
French to the francophone population; 


- that ACFO study the nature of French-language broadcasts 
offered by the CBC, TV Ontario, and other organizations to 
determine the relevance of their program content, the role 
the programs fulfil in animation and their attractiveness 
for Franco-Ontarians; 


- that ACFO organize a meeting on community broadcasting to 
which will be invited all interested parties, including 
representatives of the CBC and TV Ontario; 


- that ACFO again demand of the Ontario Government that it 
provide the necessary funds for establishment of a French 
network under TV Ontario and of cable television under the 
Harmony projects; 


General 


- that ACFO reaffirm that the recognition of French as an 
official language in Ontario and the application to the 
Province of article 133 of the B.N.A. Act remain priority 
objectives; that ACFO denounce the intransigence of the 
Ontario Government and the cowardice of the Federal 
Government on this question; and that ACFO conduct a 
province-wide campaign to bring this question to the 
attention of the francophone public; 


- that ACFO exert pressure to ensure that all ministries of 
the Government of Ontario have an official policy on 
French-language services; 


- that the Civil Service Commission carry out in a more 
effective manner the recruitment of persons who can serve 
the population in French; 


- that advertising placed in English-language newspapers by 
ministries and agencies of the Ontario Government be 
placed equally in the French-language newspapers of the 
regions concerned; 
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Evaluation 


Note: This evaluation covers the three preceding sections 
of the Report, i.e. Quality and Availability of 
Services, Extent of Demand and Concerns of Franco- 
Ontarian Organizations. 


A sharp contrast was evident between the way managers saw 
the adequacy and availability of French-language services and the 
perception of the situation by Franco-Ontarians. As a Franco-Ontarian 
closely associated with both CAFO and ACFO pointed out, there are two 
kinds of services involved. The managers seem to be giving attention 
to services of communication, including receptionists, telephonists, 
correspondence, publications, etc. The concerns of the Franco- 
Ontarian groups relate to services of substance, such as hospital 
treatment, counselling, social services, residences for the aged, 
homes for the mentally ill, etc. Increased efforts should be made, 
with the co-operation of CAFO, to obtain the detailed views and 
judgements of Franco-Ontarians on the effectiveness and suitability of 
existing French-language services, and to take account of this 
difference in kind; 


The suggestion was made by various francophone respondents 
that Ontario should declare itself to be subject to section 133 of the 
B.N.A Act. The question of legislation in relation to French-language 
services is dealt with in a later section of this Report, but it can 
be stated here that there is a need to acquaint Franco-Ontarians more 
fully with the legislation and amendments that have already been 
approved by the Legislative Assembly, and, perhaps more importantly, 
to make those legislative decisions more visible and effective. 


Some francophone representatives said that when stocks of 
French-language publications ran out, it took a long time to get more. 
Ministries should develop an improved inventory and re-ordering system 
for French-language materials. 


Discussions with francophone representatives revealed a 
strongly-held conviction that the government should do more to support 
and encourage francophone culture and traditions. It would be 
beneficial if special programs and broadcasters along these lines 
could be arranged by the cultural agencies of the government, 
particularly the Ministry of Culture and Recreation, the Ontario Arts 
Council and TV Ontario. 


The pattern of calls reaching Renseignements-Ontario 
indicated that francophones are not well-informed about existing 
French-language services. The role of Renseignements-Ontario is dealt 
with later in this Report, but apart from its central activities, all 
ministries should do what they can to publicize their French-language 
services among the members of the francophone public they are able to 
reach. 
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One irritant for members of the Franco-Ontarian population 
is the equation by some government officials of French-language 
services policies and policies on multiculturalism. It is recognized 
that it is in the interest of the Government to provide services in a 
language which can be understood by the recipient. However, this is 
not the same as the fundamental policy commitment by the Government to 
provide services in French. The two approaches are different and not 


in conflict. 


Recommendations 


It 


Lig 


12) 


13) 


14) 


15) 


16) 


is recommended: 


that more vigorous efforts be made to acquaint 
Franco-Ontarians more fully with the legislation and 
amendments relating to French-language services that 
have been passed by the Legislative Assembly; 


that mintstrtes so organize their translation and 
tnventory systems that French-language publications are 
always available; 


that measures be taken to ensure that government offices 
tn destgnated areas have the capacity to provide a full 
range of French-language services, and that offices in 
appropriate areas are able to meet the French-language 
requtrements either through thetr own resources or 
through alternate methods, such as reltance on the 
regtonal office, use of toll-free telephone lines and 
the services of a mobile representative; 


that managers ensure that French-language services are 
offered in a positive and generous-spirited manner, with 
care being taken to identify and deal with potential as 
well as mnifest needs; 


that Franco-Ontarian organizations be challenged to 
build the case for expanded French-language services 
with substantial detailed information about the 
requirements; 


that a clear distinction be maintained in written and 
oral communications of government offices between the 
French-language services policy of the Government and 
its mlticulturalism policy. 
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7) Assistance to Municipalities 


Recognizing that the municipal administrations are on the 
front line in offering important services to the citizens of Ontario, 
and that in areas of francophone concentration these services should 
be available in French, the Ontario Government has maintained a policy 
for some years of providing financial assistance to municipalities for 
the development and improvement of French-language services. This 
form of assistance, which is now offered for a period of five years, 
is intended to offset part of the cost of providing new or improved 
French-language services during an initial period. A total of 14 
municipalities have taken advantage of the program and are currently 
drawing provincial funds for this purpose. 


The program of assistance to municipalities has evolved 
through several stages. Arrangements were established in 1976 under 
which French-language training was provided for municipal employees in 
Ottawa and Sudubry on the basis of a cost-sharing agreement between 
the Federal Government, the Ontario Government and the municipalities 
concerned. This arrangement was discontinued when the Federal 
Government curtailed its language training operations. 


In 1978 Cabinet decided that the Ministry of Inter- 
governmental Affairs should prepare amendments to the Municipal Act to 
permit municipal councils and agencies to conduct business in either 
language or both, and to enable them to keep their records in one or 
both languages. In mid-1979 the Municipal Act was amended to provide 
for the use of bilingual forms, but the other proposed changes were 
not made. 


Seminars were held by the Office of the Government Co- 
ordinator in early 1980 in selected municipalities to discuss with 
elected and non-elected officials the provision of French-language 
services. The purpose was to examine possible changes in programs 
that would help municipalities to extend and improve such services. 


In January 1981 the Government Co-ordinator was able to 
report that the Ministry of Intergovernmental Affairs had developed a 
new plan which would eliminate many of the concerns of the municipa- 
lities. In line with his recommendation, Cabinet authorized the 
Ministry to amend as necessary the criteria of eligibility and terms 
of financial assistance under the program. At this time the 
Government Co-ordinator also repeated a previous recommendation to the 
effect that legislation be adopted to allow municipal councils to 
conduct business in either English or French, but again no action was 
taken. 


The Broad Implementation Paln, approved by Cabinet in 
February 1981, included the objective of encouraging Ontario 
municipalities in designated areas to provide an adequate level of 
services in French as well as in English. 


A revised program entitled "Financial Assistance to 
Municipalities" came into effect in April 1981. Under this program 
municipalities are eligible to receive: 
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a) Reimbursement of 50% of actual municipal costs, up to a 
maximum of $50,000 each year per municipality, for a 
period of five consecutive years. This assistance is 
intended to cover the following, or similar types of 
activities: 


- Language instruction in either English or French as a 
second language for members of municipal councils and 
staff of municipalities; 


- Translation of documents by municipal staff and/or 
commercial translators from English into French and 
from French into English; 


- Printing costs associated with the production of 
municipal bilingual documents in French and English 
and municipal documents that have been translated from 
English into French or from French into English; 


- Acquisition by lease or rental of simultaneous 
interpretation services for council and/or special 
public meetings. 


b) A one-time special grant of up to 70% of the cost 
of purchasing simultaneous interpretation equipment. 


c) A further one-time special grant to cover consulting 
fees incurred for developing a French-language service 
program for a municipality, such payment not to exceed 
$125 per day, plus expenses, up to a maximum of 15 
working days. 


Evaluation 


The researchers did not undertake a special study of the 
results of this program. There would be merit in ascertaining how 
well it is functioning, perhaps after it has been in force for a year. 
It is a program that is passive and relies for results on the 
initiative of the municipalities. The government could do more to 
stimulate action, both through the general efforts of the Ministry of 
Municipal Affairs and Housing to promote the concept of French- 
language services and efforts of other ministries which maintain 
special relationships with municipalities. Criticism has been 
levelled at this program by Franco-Ontarians for the same reason that 
has given rise to negative comments, mentioned in the previous section 
of the Report, about French-language services of ministries. The 
weakness is that all the planning, funding and activity seems to be 
directed toward the implementation of services of communication; in 
the above case services relating to language instruction, translation, 
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printing and interpretation. Attention has not been given to the need 
for a French-language capacity in the provision by municipalities of 
such services as recreation and counselling, or in administration by 
municipalities of the Benefits Act, both of which operate on a shared- 
cost basis involving municipalities and the Provincial Government. 


Recommendations 
It is recommended: 


17) that a spectal study be undertaken of the effectiveness 
of the Financial Assistance to Munictpaltttes Program; 


18) that ministries concerned take active measures to 
promote the concept of French-language services among 
muntcipalittes and local boards and commisstone and to 
help the municipalities develop appropriate procedures; 


19) that ministries encourage mintctpaltttes and local 
boards to develop a French-language capacity in the 
provtston of services of substance as well as services 
of communication. 
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8) Boards and Commission 


Cabinet has given some attention to the problem of 
French-language services in boards and commissions, particularly those 
that deal with the public in a quasi-judicial manner. Thus, in the 
Broad Implementation Plan, approved by Cabinet in February 1981, one 
of the objectives was that services in administrative and quas i- 
judicial tribunals be available in French as well as in English, at 
least in designated areas. The relevant performance target made 
mention also of the achievement of adequate bilingual membership on 
all boards and commissions as a means of helping to ensure that 
effective bilingual services will be provided. 


The need for French-language services in boards and 
tribunals was emphasized by Cabinet in a decision of August 29, 1979 
in which it asked that all ministries ensure that their agencies, 
commissions and boards adhere to the government's policy in regard to 
signs, staffing information, communications, forms and documents. In 
regard to this decision, the Government Co-ordinator was later able to 
report that a number of ministries had corresponded with their 
agencies, commissions and boards on the issue of French-language 
services and that his office was ensuring that the remaining 
ministries would also take action to comply with the Cabinet instruc- 
tion. In a policy paper distributed by the Office of the Government 
Co-ordinator in September 1980 one of the priorities identified was 
that of achieving a more equitable representation of bilingual members 
on government commissions, boards and quasi-judicial tribunals. More 
recently the Co-ordinator has met with representatives of a number of 
quasi-judicial tribunals in an effort to stimulate the development of 
French-language service policies by each agency. 


Evaluation 


The researchers were able to touch only the surface of the 
rather involved question of French-language services in boards and 
commissions. They felt that priority should be given to the provision 
of French-language services by those boards and commissions which have 
substantial dealings with the public. They were interested to learn 
that the Government Co-ordinator has recently given particular 
attention to this problem and has arranged for a special study to be 
undertaken. 


Recommendations 
It is recommended: 


20) that priority be given to the development of or 
French-language services by those boards, commissions 
and quasi-judicial tribunals which have substantial 
dealings with the public; 


21) that efforts be made by the Government of Ontarto to 
increase the participation of French-speaking Ontartans, 
on boards commissions and trtbunals; 


22) that the Government Co-ordinator take the initiative, 
with the aid of the ministerial co-ordinators, to 
encourage the adoption of common procedures among 
boards, commissions and tribunals in the proviston of 
French-language services. 
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9) Semi-Autonomous Organizations 


The researchers did not undertake a separate research _ 
project on French-language services in semi-autonomous organizations 
but did gather some information on the subject in the course of their 
dealings with ministries, particularly the ministries of Culture and 
Recreation, Community and Social Services and Health. Presented here 
are some general observations and an indication of the difficulties 
encountered. 


General Information - Many organizations delivering services 
to the public are funded heavily by the Government but continue to be 
controlled by volunteer boards of directors. Usually these services 
owe their origin to community initiatives and were originally financed 
with voluntary funds. In recent years the Ontario Government has 
progressively assumed a large part of the financial load of providing 
such services, thereby enabling the organizations to serve a greater 
clientele. It has been a principle throughout, however, that the 
organizations retain autonomy over their operations, while conforming 
to certain standards set by the ministries with which they are 
associated. The organizations play an important role by ensuring the 
continued collaboration of volunteers in the delivery, as well as in 
the funding of the services, although the voluntary funds are often a 
very minor part of the total budget. Among the most visible and most 
important organizations of this nature are the hospitals and the 
Children's Aid Societies. In 1980 the Government provided $2.2 
billion in support payments to hospitals, more than half of the Health 
Ministry budget, and $11 million in payments to Children's Aid 
Societies. 


These services, in which such substantial amounts of tax 
dollars are invested, should be available to all Ontarians. 
Francophones have generally not been involved in the planning and 
delivery of the services, nor have they benefited from them to the 
extent warranted by their numbers and their need. Although there is 
some increase in sensitivity on the part of anglophones to francophone 
interests, most services are still mainly in English. 


Current Situation - In terms of serving the public, 
hospitals are among the most important of the semi-autonomous 
agencies. Yet, as was mentioned in an earlier section of this Report, 
in only 4 of the 12 hospitals visited by the researchers in designated 
areas did managers seem to be aware of an obligation to provide 
services in French. 


Children's Aid Societies are of great importance to franco- 
phone as well as anglophone children in need, and yet they are not 
providing the appropriate French-language services in designated 
areas. In the North there are C.A.S.'s that have unilingual social 
workers dealing with francophone families. In Eastern Ontario the 
Situation is no better; the researchers found that among senior staff 
at the Cornwall Children's Aid Society there was no knowledge of the 
government's French-language services policy, and the organization did 
not have any bilingual administrative staff. The Ottawa C.A.S. has a 
French-language section, but encounters difficulty in getting 
bilingual staff. 
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Some confusion exists about the responsibility of the semi- 
autonomous agencies to provide French-language services. In 
statements made by ministers, including the Minister of Health and the 
former Minister of Community and Social Services, the hope has been 
expressed that semi-autonomous agencies would adopt as their own the 
policies and objectives for French-language services that are 
applicable in the ministries with which they are associated. 

Ministers have understandably been reluctant to seem to breach the two 
established principles whereby operations of the government are 
decentralized and priority-setting is left to local communities. 
Nevertheless, standards are established by the Provincial Government 
for other kinds of operational activities. 


The existence of advisory committees on French-language 
services, reporting to the board of directors, are of considerable 
benefit to hospitals and other semi-autonomous institutions in helping 
to identify the needs and in making plans to meet them, and also in | 
linking the institutions with the francophone community. The Royal 
Ottawa Hospital, for example, has had such an advisory committee for 
some time and the Children's Hospital of Eastern Ontario recently 
established one, although neither has been developed to its full 
potential. 


The Ministry of Community and Social Services has carried 
this concept a stage further, and has formed its own Consultative 
Committee for South-Eastern Ontario. Several of the Franco-Ontarians 
who are on this committee are associated with semi-autonomous agencies 
of the region. 


The delivery of services by semi-autonomous institutions is 
also a central concern of the French-language Services Committee which 
is a standing committee of the Social Planning Council of Ottawa- 
Carleton. It provides a useful example of the valuable work that can 
be done by a standing committee in identifying needs and in proposing 
measures for improvement of French-language services. It undertakes 
consultation and research and seeks the collaboration of the estab- 
lished providers of services, particularly in the health and social 
fields. There are still great gaps in the French-language services 
offered in that particular region by the semi-autonomous agencies and 
these gaps include absence of treatment services in French for those 
suffering from drug and alcohol problems, a lack of residential 
facilities for emotionally disturbed children and the unfilled need 
for French-language group homes for mentally retarded persons. 


The researchers visited the eight ministerial agencies of 
the Ministry of Culture and Recreation each having its board of 
directors and reporting directly to the Minister. They are expected 
to follow the government's policy on French-language services, but the 
Ministry has not done much to impress this upon them. All eight have 
their central office in Toronto and they serve the population of the 
province in technology, heritage preservation and educational 
television. 


All the managers interviewed in these agencies said they 
were aware of the government's policy, and half of them were able to 
give a reasonable definition of it. Two of the eight had received 
administrative directives. Half of the agencies are ab le to offer 
French-language service by telephone and at the reception counter. 
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Only one of the eight was consistently able to offer information 
services and personal interviews in French. Most of the agencies 
could reply to French-language correspondence in French but not all of 
them had French-language publications and forms available, and signs 
were often in English only. In general, the impression of the 
researchers was that the availability of French in the semi-autonomous 
agencies was very limited. Persons interviewed in the eight agencies 
all said they suffered from a lack of bilingual staff members. 
Insufficient financial resources for the purpose were also mentioned 
as a problem. The agencies were said to encounter difficulty in 
recruiting bilingual professionals in their specialized fields of 
work, and ministry funds were not available to provide existing staff 
with language training. 


Evaluation 


From their brief examination of the situation, the 
researchers formed the impression that many of the semi-autonomous 
institutions located in designated bilingual areas are deficient in 
the provision of French-language services. Ways should be found of 
reconciling the autonomy of voluntary boards of directors with the 
principle of accountability for government money spent on services 
for the public. The point should be kept in mind that Franco- 
Ontarians help support these services through their tax dollars and 
should be able to count on receiving the services in French. The 
researchers also came to the conclusion that the semi-autonomous 
agencies could profit from the establishment of a standing committee 
responsible for ensuring the provision of services in French. 


Recommendat ions 
It is recommended: 


23) that a spectfice statement of government poltcy as tt 
affects semt-autonomous agenctes tn designated areas be 
issued, and that this statement make clear a) the kind 
of French-language services the government expects to 
see established and in what ttme-frame, b) thetr 
responstbtlity to collaborate with the co-ordinator of 
the relevant mintstry; 


24) that ministries under whose jurisdiction semi-autonomous 
institutions fall should assist these organisations to 
follow the policy on French-language services; 


25) that mintstries sttpulate in any memorandum of agreement 
or other relevant contractual document stgned between 
mintstrtes and semt-autonomous organtzattons in 
destgnated areas that French-language services are to be 
provided in accordance with the established standards; 
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26) that where appropriate, semi-autonomous organtzatione tin 
designated areas form advisory committees on 
French-language services and, in the case of larger 
institutions, that they appoint a co-ordinator of 
French-language services. 
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10 - Anglophone Public 


While no special research was conducted on the question of 
the perception of the French-language policy by the anglophone public, 
some attention was given to this matter on the basis of the knowledge 
and experience of committee members. 


Current Situation - For a long time the pace of progress in 
development of French-language services has been influenced by the 
state of anglophone opinion in the province, or at least by what 
government leaders assumed it to be. There is evidence, however, that 
after 12 years of existence the French-language policy of the 
government has wide support. Anglophones are prepared to accord a 
place of importance to French as an official language of Canada, as 
the major language in Québec and as the minority language in Ontario. 
Interest in French is widespread. There are mor than 38,000 students 
in French immersion classes, a number that has increased as enrolment 
declined. French-language instruction courses for adults across the 
province are well attended. 


A recent public opinion poll conducted by the Toronto Star 
indicated that a majority of people in Ontario are in favor not only 
of language rights for Franco-Ontarians but of a guarantee of those 
rights in the Canadian Constitution. This attitude was endorsed by 
52% of those questioned, with 39% opposed and 9% undecided. A further 
recognition of the importance of French was the decision in October 
1981 of a group of 13 members of the Ontario Legislative Assembly, the 
majority of them anglophone, to form an Ontario section of the 
International Association of French-speaking Parliamentarians. 


Evaluation - It was the opinion of those concerned with the 
Review that the positive attitude of anglophones toward the use of 
French should be encouraged, and that to this end the government 
should push ahead with arrangements whereby anglophones can study 
French effectively in the school systems, in adult education centres 
and in post-secondary institutions. The view expressed in the Symons 
Report of 1978 is still valid, i.e. that the time is ripe for the 
Canadian university community, working closely with federal and 
provincial governments, to promote a working proficiency in the two 
official languages amongst university graduates, teachers and 
administrators. Special efforts should be made also to acquaint 
anglophones with the culture and traditions of Franco-Ontarians and to 
enable them better to understand the intent behind provision of 
French-language services. 


Recommendations 
It is recommended: 


27) that every effort be made to encourage awareness and 
understanding among anglophones of the government policy 
on French-language services and of Franco-Ontarian 
tradittons and culture, and that to thts end the 
Government Co-ordinator arrange for publication of an 
appropriate booklet; 
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28) that the government continue to factlitate arrangements 
whereby anglophones may study French, including support 
for the objective that a working profictency in the two 
official languages be acquired by students, teachers and 
administrators in post-secondary institutions, and that 
to serve these purposes the Government Co-ordinator 
arrange for publication of a guide to opportunities in 
Ontario for adults to learn French. 
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D - MANAGEMENT AND CO-ORDINATION 


Attention was given in the course of the Review to the 
legislative and administrative decisions on which authority for 
French-language services is based, to the management system through 
which implementation is achieved and to the arrengements for co- 
ordination of policy implementation. The researchers drew for this 
purpose on several sources, including information obtained in the 
interviews with managers, with the Government Co-ordinator and his 
staff and with ministerial co-ordinators. 


1) Legislation 


Background Information - The part played by legislation in 
the development and preservation of French-language services has been 
a frequent subject of discussion in the past, and on occasion has 
seemed to be a rallying cry for Franco-Ontarian forces. The Franco- 
Ontarian organizations, and particularly ACFO, have persistently urged 
the government to provide legislation as a guarantee against any 
future weakening of policy or decline in implementation. 


It has frequently been said that the government should make 
section 133 of the B.N.A. Act applicable to Ontario. There has, 
however, been confusion on this issue. Proponents of such action 
often seem to assume that implementation of section 133 would make 
French an official language of Ontario; it would, in fact, simply 
accord English and French equality in the Legislative Assembly and in 
the courts. 


The Charter of Rights, in the form approved by the House of 
Commons on December 2, 1981 as an element in the Constitution, imposes 
on Ontario the obligation to uphold certain minority language rights. 
It states that citizens whose first language learned and still under- 
stood or whose language of instruction in primary school is that of 
the English or French linguistic minority population in the province 
in which they reside have the right to have their children receive 
primary and secondary instruction in the same language in minority 
language educational facilities provided out of public funds. 


Ministers of the Ontario Government have pointed out that 
the government has long since complied with the spirit of this section 
of the Charter of Rights through legislation and through establishment 
of a network of French-language schools. 


It is of interest that the Charter of Rights also states 
that English and French are the official languages of Canada and have 
equality of status and equal rights and privileges as to their use in 
all institutions of the Government and Parliament of Canada. This and 
other clauses relating to the status of the two languages at the 
Federal level are taken verbatim from the Official Languages Act, 
passed by Parliament in 1969. Again, the Government of Ontario has no 
difficulty with these clauses; it has indicated in the past that its 
respect for the status of French as one of the official languages of 
Canada has helped form its resolve to provide French-language 
services. 


Fis 


There has been pressure on the Ontario Government from 
Franco-Ontarian groups to draft a French-language services act. This 
was the sense of a private member's bill known as the "Loi Cadre", put 
forward by Mr. Albert Roy, and widely discussed at the time. More 
recent ly the Council for Franco-Ontarian Affairs has prepared a draft 
text of such a bill and continues to support this concept. Also, a 
"Loi Cadre" is a plank of the ACFO platform and pressures from the 
Franco-Ontarian community in its favor have not abated. 


As mentioned earlier, Premier Davis recently indicated that 
an expanding legislative base for French-language services is one of 
the main elements of his Government's approach to language policy. He 
has said that the Government is working on possible legislative 
changes in a number of areas. He is prepared to build a statutory 
framework as a series of specific pieces of legislation or 
amendments. In the Broad Implementation Plan, approved by Cabinet in 
February 1981, legislation on French-language services was listed as 
one of the priority fields of action. 


Evaluation 


It was the opinion of the researchers that while some 
progress had been made with the government's stage-by-stage procedure 
for the development of French-language services, the process would be 
more effective, and more convincing for all concerned, if it were 
based on a general law setting forth the nature and extent of French- 
language services on which Franco-Ontarians could rely. Meanwhile, 
the Government Co-ordinator should undertake a special study to 
determine what can be done in priority fields affecting people in a 
direct way, notably health, social services and justice. Such 
legislation should be accompanied by the granting of funds to ensure 
that the amendments can be implemented. 


Recommendation 
It is recommended: 


29) that the Government consider the enactment of more 
general legislation regarding French-language services. 


2) Cabinet Decisions 


In recent years a number of cabinet decisions have been 
taken relating to French-language services. Ideally, management 
procedures involving these decisions should follow the standard 
pattern, with the text being transmitted to the deputy ministers and 
they and other senior managers assuming responsibility for implementa- 
tion. Perhaps because the policies are expressed in general terms and 
don't seem to be aimed at any particular ministry, the process seems 
to get side-tracked when it is a matter of decisions on French- 
language services. There is a tendency for the decisions to be passed 
to the Government Co-ordinator, for him to transmit them to the 
ministerial co-ordinators and for the co-ordinators to try to get them 
implemented in their respective ministries. 
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Also, it became clear in the Review that managers are often 
of the opinion that. unlike other Cabinet decisions, those relating to 
French-language services should be applied with great gentleness and 
that care must be taken not to upset the Civil Service or the general 
public by actions that are too forthright. The impression gained was 
that some senior managers have been too careful. They have been so 
circumspect in promoting the policy that at more junior levels and in 
regional offices there are employees who haven't grasped its signifi- 
cance, and to the extent they are aware of it, don't regard it as a 
serious obligation. 


It was found in the course of The Review that a good many 
Cabinet decisions and other directives existed, but were not available 
in any co-ordinated form or in any single compendium. Some direc- 
tives have been included in the Government Manual of Administration 
and these are in suitable form to serve as instructions, but they are 
far from complete. Even the directives in this Manual are not well 
known to managers or fully observed by them. A recommendation has 
been included earlier in this Report (recommendation 2) to the effect 
that all Cabinet decisions relating to French-language services should 
be brought together in a special section of the Government Manual of 
Administration and given a wide distribution. 


Recommendation 
It is recommended: 


30) That the Civil Service Commission develop guidelines for 
inclusion in the administration manual for all personnel 
questions related to the provision of French-language 
services. 


3) Central Agencies 


The role of the central agencies in French-language 
services. and in particular the Management Board, the Civil Service 
Commission and the Policy and Priorities Board, was carefully 
examined. It was found that these agencies play very little part in 
formulating or promoting specific French service policies. Management 
Board has no policy role in this regard and is rarely asked to vote 
expenditures that are earmarked for providing French-language 
services. The Civil Service Commission concerns itself primarily with 
ensuring the availability of French language training and recruitment 
of senior personnel. It does not establish, or has not yet 
established, any criteria related to identifying and staffing 
bilingual jobs. The Chairman of the C.S.C.deals regularly with the 
Government Co-ordinator, but has not yet distributed general 
administrative principles for implementing French-language services in 
fields that fall within the C.S.C. mandate. (Refer to section 
beginning on page 64). 


The Management Board should have a special role to play in 
the development of French-language services. It should see to it that 
this particular Government policy is incorporated in the management 
planning of ministries. It should ensure that each ministry has an 
action plan covering a period of two or three years and outlining what 
needs should be met. As the provider of funds and the general auditor 
of effective administration, the Management Board should include 
French-language services in its monitoring process, in accordance with 
the principle of management by results, and it should ascertain 
whether implementation of the ministerial plans is on target. 
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Recommendat ion 
It is recommended: 


31) that the Government Co-ordinator in cooperation with 
Management Board ensure that ministries draw up an 
action plan for the development of French-language 
services and that the implementation of this plan be 
monitored in accordance with the principle of management 
by results. 


4) Government Co-ordinator 
Responsibilities - Co-ordination responsibilities in the 

field of French-language services rest with a small office, headed by 
the Co-ordinator. The Minister of Intergovernmental Affairs has been 
designated as the Minister responsible for French-language Services. 
The staff is comprised of the Executive Secretary, the Communications 
Adviser and a Communications Officer, plus support staff. A contract 
Information Officer is responsible for a toll-free telephone service. 
Neither the Government Co-ordinator nor members of his staff have any 
explicit functional authority vis-avis the co-ordinators in the 
ministries. Nevertheless, the Uffice of the Government Co-ordinator 
ptovides a focus for: 


- preparation of a regular report to the government, which is 
derived from information provided by co-ordinators in 
ministries, as well as an annual report intended for the 
public; 


- development of general guidelines such as the Broad 
Implementation Plan as well as specific tecommendations and 
submissions to Cabinet or Management Board related to 
financial and other ways and means of achieving French- 
language services at the ministerial level; 


- a broad monitoring facility, based on complaints, surveys 
and general dialogue with ministries which keeps the Office 
in touch with the basic dimensions of the implementation 
process (offices where reception is bilingual; number of 
publications in French, etc.). 


Information - The Office has played an increasingly active 
role in the dissemination of information and in reinforcement of 
francophone institutions. Thus, it directs an annual publicity . 
campaign to make existing French-language services better known and it 
operates a telephone enquiry service (Renseignements-Ont ario), the two 
functions involving an annual budget of $250,000. This amount is part 
of a $1,000,000 central support fund established for the 1980-81 
fiscal year under the control of the Government Co-ordinator. Al loca- 
tions have been made from it to help Franco-Ontarian associations, 
including a recent grant of $100,000 to ACFO for a study of the 
economic problems of Franco-Ontarians. Among other recent grants have 
been: $35,000 to the Association of French-speaking Jurists, $15 ,000 
to the French-language Services Committee of the Social Planning 
Council of Ottawa-Carleton and $15,000 to the Guides Catholiques du 


Canada. 
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Communications - A valuable connection in the field of 
public information has been established by the Communications 
Adviser in the form of her participation in the Council of Directors 
of Communication. As a member of the Council she is able to ensure 
that some attention is given to French-language requirements in the 
individual proposals and in the government-wide projects that appear 
on the agenda. She is also associated, as a member of the Council, 
with the government's "Information-Access" program through which a 
bank of information is being developed for computer/television use, 
and she is trying to ensure that the same electronic information 
opportunities will be available in French as in English. 


Liaison - The Government Co-ordinator and his staff 
maintain liaison with individuals, bodies and units in the 
government structure on matters relating to French-language 
services. The Government Co-ordinator has, of course, ready access 
to the Minister of Intergovernmental Affairs. 


Special Units - There are various special formations and 
units concerned with French-language services. The Interministerial 
Committee of Co-ordinators of French-language Services is an 
official body in which all co-ordinators participate, and there is 
also an informal sub-committee of full-time co-ordinators which 
meets monthly. Within the Civil Service Commission there is a 
French-language Services Section which has the responsibility of 
arranging for French-language training, co-ordinating exchanges with 
Québec and assisting ministries in recruiting bilingual staff. A 
French-language section operates within the Ontario Educational 
Communications Authority and a French-language Services Section 
functions within the Ontario Arts Council. In the Ministry of 
Education an Office of Franco-Ontarian Education, directed by an 
Assistant Deputy Minister, deals with all matters pertaining to the 
education of francophones and the Ministry finances two ministerial 
agencies: the Council for Franco-Ontarian Education and the 
Languages of Instruction Commission. There is also a Co-ordinator 
of Francophone Affairs within the Ministry of Colleges and 
Universities. 


Evaluation 


It was clear to the Committee that the Government 
Co-ordinator has developed fruitful connections and good working 
relationships with other deputy ministers and with officials in the 
central bodies, and that he has been able to wield considerable 
personal influence at these levels. He has done much to make the 
French-language services policy better known but with his deputy 
minister responsibilities he has not had enough time to give the 
amount of attention to the development and improvement of French- 
language services that is warranted. 


The researchers perceived the Office of the Government 
Co-ordinator of French-language Services as a central advisory body 
that was doing its best to fill a great many policy and implementa- 
tion gaps but which lacked sufficient mandate and resources to do 
more than improvise improvements and introduce a few performance 
norms. 
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In evaluating the role and organization of this office, the 
Government Co-ordinator has had the benefit of extensive discussions 
with people inside and beyond the Provincial Government. 


The issue has been raised as to where the Office should be 
located and a range of alternatives emerged. It was clear that the 
Office of the Government Co-ordinator should continue to be within 
the regular structure of the Ontario Government so that the 
Co-ordinator and staff would have full access to the policy-making 
and implementation process. Within the public service, several 
possibilities were examined, including: 


a) the Office of the Government Co-ordinator as part of the 
central corporate management system through affiliation 
with the Management Board of Cabinet, the Civil Service 
Commission or the Premier's Office; 


b) creation of a French-language services secretariat along 
the lines of existing policy field secretariats; 


c) continuation of the present system whereby the Office of 
the Government Co-ordinator is attached to a Ministry and a 
responsible Minister for general policy direction and 
logistic support. 


On balance, it was concluded that the present system is the 
preferred arrangement since it provides the Office with the access 
and back-up support needed to carry out its mandate in an efficient 
and effective way. The Minister currently responsible for the 
French-language services program is the Minister of Intergovern- 
mental Affairs, and the Office of the Government Co-ordinator 
should, therefore, remain as part of this Ministry with the Deputy 
Minister acting as Co-ordinator. Should this ministerial allocation 
of responsibility change, the present arrangements should be 
re-examined. 


As noted above, the Office of the Government Co-ordinator 
lacks sufficient resources to be fully effective. It is the 
conclusion of this study that, given the limited financial and human 
resources available to the government, reinforcement of the Office 
should be the highest priority in any policy commitment to achieve 
an orderly and convincing improvement in French-language services. 
This high priority reflects our strong belief than an active 
expanded policy-oriented central coordinating mechanism is an | 
essential first step in strengthening the French-language services 
program. 


Among the areas where reinforcement of the Office of the 
Government Co-ordinator is required are: 
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a) Appointment of a full-time Deputy Government Co-ordinator 
with the rank of Assistant Deputy Minister, and a mandate to 
formulate and introduce the necessary French-language 
service standards. These standards would, among other 
matters, be concerned with: the ready and equal availability 
of all basic services in French in designated areas; 
criteria for designating certain jobs as requiring 
competence in both languages as well as practical means of 
measuring the linguistic competence of candidates; 
recruitment and development goals for francophone 
professionals and administrators; establishment of a scale 
of priorities, focused on key needs and on essential sectors 
of services; 


b) sufficient qualified staff in the Office of the Government 
Co-ordinator to enable it systematically to promote the 
integration of the French-language services policy in all 
the institutions of the Government of Ontario and to monitor 
the results. 


The report further suggests that Management Board, in asking 
ministries to prepare a one or two-year action plan,should empower 
the Government Co-ordinator to monitor the staged fulfilment of the 
ministerial plans. The Government Co-ordinator could usefully 
continue the existing practice of combining ministerial information 
into an overall progress report submitted periodically to Cabinet. 


Also, the Government Co-ordinator should develop improved 
liaison with the central agencies, with deputy ministers and with 
senior executive managers generally in ensuring that Cabinet 
decisions in this field are perceived as directives of importance. 
The influence of the Government Co-ordinator on the decisions of the 
central agencies when language services are under consideration 
should be strengthened. His direct involvement with such matters 
should be made clear by means of Cabinet directives stipulating that 
the central agencies are obliged to consult him on issues involving 
French-language services. 


A close working relationship should be maintained between 
the ministerial co-ordinators and the Government Co-ordinator and 
his staff. They should be able to benefit from frequent consulta- 
tions with the Government Co-ordinator himself and from the 
assistance of his staff members on policy and practical questions. 


32) 


88) 


34) 


35) 


36) 


37) 


88) 


39) 
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Recommendations 


It is recommended: 


That Cabinet approve that the Office of the Government 
Co-ordinator of French-language Services be strengthened by 
the appotntment of a Deputy Government Co-ordinator of 
Assistant Deputy Minister rank to mintain high-level 
contacts, formilate policy and direct the work of the 
office; 


that the structure of the Office of the Government Co- 
ordinator consist of three sections, each headed by a 
director and including three officer positions, the 

sections to be concerned with Policy and Priorities; Program 
Evaluatton and Research; Information and Communications, and 
that there be appropriate arrangements for administration 
and support staff; 


that the Government Co-ordinator and his staff be assigned 
by Management Board a responstbility of assisting ministries 
with the development and tmplementation of an action plan 
for the provision of French-language services, and that the 
Government Co-ordinator monitor the results and report 
pertodically to the Cabinet; 


that central bodies of the government be required by Cabinet 
to consult the Government Co-ordinator on all matters 
relating to French-language services; 


that the Government Co-ordinator be responstble for 
formulating standards on the quality and availability of 
services in French; criteria for designated bilingual 
positions; measurement of linguistie competence; recruitment 
of bilingual staff; definition of priority sectors of 
service and other requirements; 


that the Renseignements-Ontario Program, involving a 
telephone enquiry service and an annual publicity campaign, 
be continued at its present level; 


that the Commnications Adviser in the Office of the 
Government Co-ordinator, as a member of the Council of 
Directors of Communication, promote French-language services 
and ensure that a French-language facility is incorporated 
tn the Information Access Program; 


that the Office of the Government Co-ordinator keep under 
review the progress of ministries in establishing those oral 
and written services that contribute to the public tmage of 
French-language services, with the check-Ltst to include 
telephone service, reception desk, personal interviews, 
forms, publications, public notices, displays, telephone 
Listings and correspondence. 
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5) Ministerial Co-ordinators 


The co-ordinators of French-language services are called 
upon to provide a link between the French-language services needs of 
the community as they perceive them and the predominantly anglophone 
bureaucracy that employs them. Each has adapted to this special 
role as he or she can: some tend to be more defensive toward their 
ministry's performance where others are more critical; virtually all 
are aware of serious shortcomings in implementation of French- 
language services. 


Interviews were conducted by a research team with all of the 
full-time co-ordinators and six of the part-time co-ordinators, and 
information was obtained from others by means of questionnaires. 
Their work was also discussed with others in their ministries and 
with the Government Co-ordinator and his staff. It was clearly 
evident that the co-ordinators have devoted themselves with 
shrewdness and determination to the development of French-language 
services, and in many instances have impressive achievements to 
their credit. It was only four years ago, on the recommendation of 
the Government Co-ordinator, that the first two co-ordinators were 
appointed (Health and Community and Social Services). Today there 
are 9 co-ordinators on a full-time basis and 16 devoting part of 
their time to this responsibility. 


The work of the co-ordinators is highly regarded by the 
Government Co-ordinator. In his view the position of co-ordinator 
is the best single instrument in a ministry for effective change. 
It is the hope of the Government Co-ordinator that full-time 
co-ordinators will be appointed in most ministries, according to a 
phased timetable. Also, in interviews with managers a number of 
favorable comments were heard about the activities of the co- 
ordinators and the contribution they were making to the development 
of French-language services. 


It is a staff position and not an operational line activity. 
Co-ordinators normally have support staff but no operational 
personnel working for them. As staff officers, the co-ordinators 
find that their duties vary widely, according to the scope and 
requirements of the ministry concerned. In general it can be said 
that they identify requirements in the application of government 
policy to their particular ministry and provide advice on this 
question to senior management. They propose plans for implementa- 
tion of ministerial language programs, facilitate the use of 
language training and translation services, communicate the policy 
and programs of the ministry to ministry staff and to the public, 
assist in the recruitment of bilingual candidates, maintain liaison 
with francophone groups and organizations and monitor the results of 
program implementation and report on these results to the deputy 
minister. Ideally, the co-ordinator should meet regularly with the 
management committee of the ministry to help senior managers review 
programs, determine funding requirements, make adjustments in 
implementation procedures and set priorities. 
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The dissemination of guidelines and information on 
government policy in this field has largely been left to the 
co-ordinators, although logically it should be a responsibility 
assumed by others as well, including senior managers. In some 
ministries, where co-ordinators have been on duty for some time, 
ministerial policy statements on the objectives and implementation 
of French-language services have been drawn up in more detail than 
is contained in the "Broad Implementation Plan". Again, however, 
for the most part it is left to the co-ordinator to try to get 
action under way. The statements have rarely had the status of a 
management-controlled operational plan. 


In the interviews the co-ordinators expressed some degree of 
satisfaction with the extent to which they had gained acceptance for 
policies and programs and had been able to stimulate implementation. 
At the same time they were very conscious of the fact that for 
reasons beyond their control there were serious shortcomings in 
French-language service performance. The co-ordinators have only a 
general mandate, and the extent to which they are part of the on- 
going management and planning system varies considerably from 
ministry to ministry. They all seek to be heard by the deputy 
minister or assistant deputy minister to whom they report. The 
effectiveness of the co-ordinator in pushing through proposals and 
plans depends heavily on his access to the top-level authorities and 
to other levels of senior management. This access varies from full 
to non-existent. Consequently, acceptance of such concepts as 
"bilingual positions" is not system-wide. 


In the interviews conducted with some of the part-time 
co-ordinators (PTC's) and in the questionnaires completed by others, 
it was evident that the individual situation and authority of PTC's 
within the ministerial hierarchy vary considerably, as does the 
amount of time they are able to devote to French-language services. 
One advantage is that they have an established position in the 
management structure. As a general rule, ministries with PTC's are 
less advanced in the implementation and control of French-language 
services. It is also clear that some PTC's are less than happy with 
the responsibility assigned to them and not necessarily sympathetic 
to the policy. 


While PTC's are less attuned to client needs, some have seen 
the usefulness of making contact with francophone represent at ives. 
More typically, however, PTC's attach more importance to achieving a 
satisfactory administrative framework than to the quality and 
effectiveness of results. Those who do look at the effectiveness 
side of the equation express some concern about what they perceive 
as the lack of impetus and rigor in the French-language services and 
the extent to which ministries are allowed to go their own way. 


Most PTC's have only a hazy idea of the extent of their 
ministry's capacity to deliver French-language services. Some have 
assembled basic data on the availability of bilingual publications 
and on the number of bilingual staff, but much of this information 
is taken on trust and only rarely does a PTC have the time to 
undertake a first-hand survey. Some PIC's, like the full-time 
co-ordinators, do concern themselves with the establishment and 
staffing of bilingual positions, but it is hardly a majority. 
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The question of the title of full-time co-ordinators within 
their respective ministries was raised in interviews. It was the 
view of the researchers that the term "Co-ordinator of French- 
language Services" should be considered to be a general term, 
applicable across the government service. There is no reason that 
if a ministry creates a French-language services branch, for 
example, that the head of that branch could not have the rank and 
title of director within the ministry, but be known also as the 
ministry's Co-ordinator of French-language Services. 


Evaluation 


The researchers gained the impression that the role of the 
co-ordinator is more effective when the co-ordinator is able to 
report direct to the deputy minister. If he or she is lodged in the 
communications branch or elsewhere and has in theory the right to 
deal with the deputy minister on language matters, the role is less 
effective. Extension of the co-ordinator's role by appointment of 
part-time assistant co-ordinators in the regions has proven to be 
worthwhile in COMSOC and in this practice should be developed more 
widely. 


The role of the co-ordinators, whether full-time or 
part-time, needs to be clarified. The perception seems to be 
widespread among managers and outside representatives that the 
co-ordinator is fully responsible for progress of French-language 
services within a ministry. This is not so. It is on the shoulders 
of the deputy minister and senior managers that the obligation 
inevitably must rest for implementation of the policy. The 
co-ordinator is, and should remain, in a staff and not a line 
position; he advises and assists, but does not have authority to 
make decisions or require that ministerial action be taken. He 
cannot act on his own. In implementing policy, senior managers can, 
of course, benefit greatly from the special knowledge and experience 
of the co-ordinator. Evaluation of the progress of a ministry in 
implementing French-language services should be an assessment of the 
achievements of the ministry as a whole and not regarded as a 
measure of the competence of the co-ordinator. A review has been 
undertaken by the Civil Service Commission to clarify the role, 
function and responsibilities of ministry co-ordinators. 


As a general rule, the co-ordinators have been able to put 
together the components of a ministerial policy and plan derived 
from various sources and modified to suit their particular 
ministry. Little attempt has been made to achieve consistency of 
French-language service policy formulation or planning from one 
ministry to the next. Similarly, few if any of these plans ever 
receive much more than broad management endorsement. Furthermore, 
co-ordinators complain that, even when approved, the plans are 
difficult to enforce or monitor since the co-ordinator never has 
more than functional authority and needs the deputy minister's 
intervention to get much done. 
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As an overall assessment. one would have to say that the 
relative effectiveness of a French-Language program in any given 
ministry depends on two things: first, the degree of involvement of 
the Minister, Deputy Minister and A.D.M.'s at a given point in time, 
and second, the co-ordinator's ability to exploit whatever degree of 
commitment he finds at these senior levels. The co-ordinators are 
only as effective as their relationship with senior management and 
their credibility with line authorities permit them to be. Their 
greatest potential appears to be in providing management with a 
comprehensive analysis of the true state of French-language services 
vis-à-vis the francophone community and of mapping out - in terms 
comprehensible to management - the necessary stages in a systematic 
program of improvement. 


There is a danger that co-ordinators, particularly those who 
are full-time, may become isolated from the necessary lines of 
authority and condemned to trying to stimulate action from the 
Sidelines. There can be little question that they are "used" by the 
ministries to protect themselves on what is often a vulnerable 
front. They therefore have to win the confidence of management by 
providing that sort of protection while trying to get formal 
management commitment to specific French-language services projects. 


It was the opinion of the researchers that full-time 
co-ordinators should be appointed in most ministries. Recommenda- 
tions on such appointments should continue to be made by the 
Government Co-ordinator. In some instances responsibility for 
co-ordination of French-language services in more than one small 
ministry could be allocated to a single co-ordinator. 


Recommendations 
It is recommended: 


40) that tn all mintstries in which the responstbtltttes so 
warrant, a French-language services branch be 
established, with the person in charge to be classified 
as a director; 


41) that in all ministries, the role of the co-ordinator of 
French-language services be clarified, and that it be 
regarded as a senior staff position with responsibility 
for giving advice to the deputy minister and for 
assisting executive management in the implementation of 
the poltey; 


42) that the Civil Service Commission develop guidelines for 
ministries concerning spectfic job descriptions for 
co-ordinators of French-language services, setting out 
their functional connection with a reinforced Office of 
the Government Co-ordinator, thetr detailed duties and 
reporting relationships and their authority to monttor, 
evaluate and advise on the implementation of 
French-language services; 
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43) that, where deemed necessary by the Government 
Co-ordinator, full-time co-ordinators be appointed in 
mintstrties, and that in some instances responstbility 
for more than one small mintstry be asstgned to a full- 
time co-ordinator; 


44) that where the work-load so warrants, assistants be 
provided to the co-ordinators, both at headquarters and 
in the regions; 


45) that, the Government Co-ordinator or the Deputy 
Co-ordinator preside at the regular meetings of the 
full-time ministerial co-ordinators, take thetr views 
into account tn the formlatton of poltcy proposals and 
be available to them for individual consultations. 


46) that Co-ordinators of French-language Services maintain 
a relationship with Franco-Ontartan organtzations as a 
means of obtatning information and of acquainting 
Franco-Ontarians with existing French-language 
services; 


6) Financial Implications of French-language Services 


Current efforts to improve French-language services take 
place in conditions of considerable financial restraint. Limita- 
tions on the amount of new money that will be available for this 
purpose must inevitably affect the methods used for implementaing 
the government policy on French-language services. While some 
French-language services can be developed as part of the regular 
operations of a government organization, and as the years go by 
French-language services should increasingly come within regular 
budgets, the researchers perceived that at this time there is a real 
need for special funding. This special funding may take the form of 
a central allocation or of a particular amount within a ministry 
budget. 


Promotion Funds - The evidence has shown that efforts are 
needed to make the government's policy on French-language 
services better known and more widely understood, both 
within the government service and among members of the 
public. It is also desirable at this stage to give special 
support to Franco-Ontarian organizations. These are among 
the main purposes of the central support fund of $1,000,000 
that was established for tne 1980-81 fiscal year and put 
under the control of the Government Co-ordinator. As 
mentioned earlier, it has allowed the office to support the 
Renseignements-Ontario program of publicity and to make a 
grant to ACFO for an economic study. It was the view of the 
researchers that this fund should be continued in the years 
ahead and that the criteria for its use and the procedures 
for submitting grant applications should be made known. 


Language Training - Central funding will continue to be 
needed for language training, to meet the needs of 
ministries which have not budgeted funds for this purpose. 
In some cases, notably that of the Health Ministry, 
ministries have budgeted sums of money for language training 
on their own, but this is not always possible. The amounts 
charged back to ministries for language training should be 
Sharply reduced. (See later section on language training.) 
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Translation Service - It has been decided by Cabinet that 
translation work should continue to be a subsidized service 
so that ministries will be encouraged to have printed 
materials for the public translated into French. This need 
is likely to continue indefinitely, and as French-language 
services become more wide-spread, is likely to increase. 


Provisional Staffing - An amount of money should be 
allocated each year to allow for some provisional staffing 
of bilingual positions on an urgent basis. If French- 
language services are required in a situation, and the 
ministry concerned cannot provide them, a central grant 
could be made by the Management Board to allow the services 
to be established. This would be on the understanding that 
the ministry would later integrate the position into its 
regular structure and budget. 


Program Money - In some cases substantial sums of money are 
needed to start new programs of French-language services. 
On two occasions in recent years COMSOC has found it 
necessary to allocate funds of over half a million dollars 
to get French-language programs underway. The need 
continues. There are, for example, unmet requirements for 
group homes for mentally retarded francophone adults, for 
residences for the elderly and for treatment centres for 
francophones afflicted with drug and alcohol-related 
problems. 


Catch-Up Funds - It was evident in the Review that there is 
a need to strengthen French-language services in various 
fields and bring them up to standard. For example, a 
particular need exists in the Ministries of Education and 
Colleges and Universities for increased funds in support of 
the training of bilingual professionals. 


Recommendations 
It is recommended: 


47) that the central support fund of the Government 
Co-ordinator be continued at the level of $1,000,000 a 
year, adjusted for inflation, and that tts use be 
subject to established criteria, with a standard 
procedure for grant appltcattons; 


48) that subsidies for language tratning and translation be 
increased so that a larger proportion of the total cost 
is absorbed by central funding; 


49) that money be made available each year to meet the 
requirements of provisional staffing, special programs 
and catch-up funds relating to the development of 
French-language services. 
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E - DEVELOPMENT OF BILINGUAL CAPACITY 


With a clear policy to be implemented and specific standards 
of French-language services to be met, ministries and agencies will 
increasingly have to determine how they can best develop the 
necessary bilingual capacity to meet their requirements. Some 
attention was given in the Review to the practical and administra- 
tive procedures available to ministries and agencies for achieving 
such a capacity and also to circumstances and conditions which have 
a bearing on the development of French-language services. This 
subject is examined under the following headings: 


1) Designated Bilingual Positions 
2) Linguistic Capacity 

3) Recruitment of Francophones 

4) Bilingual Professionals 

5) Security of Employment 

6) Language Training 

7) Translation Services 

8) Terminology 


1) Designated Bilingual Positions 


Authority to Designate - An important procedure for a 
ministry in developing a bilingual capacity is the exercise of its 
authority to designate certain positions as requiring skills in both 
English and French. Although there is not a comprehensive personnel 
policy on the subject, the question has been dealt with twice in 
Cabinet decisions, both times in connection with advertising of 
positions. Management Board indicated in a 1978 insertion in the 
Manual of Administration that "Ministries should determine positions 
in which bilingual skills are necessary or desirable" and it went on 
to say that the requirements should be clearly stated in advertise- 
ments for such positions. 


Notwithstanding this directive, the report on the seminars 
held on 1979 to acquaint regional senior personnel more fully with 
the government's commitment to French-language services said that 
concern was repeatedly expressed as to how far managers could go in 
advertising bilingual jobs. Participants cited as deterrents to 
such advertising their unwillingness to show discrimination in 
hiring practices, their fears of union reactions and their concern 
about finding themselves in conflict with the Human Rights Code. As 
a result, this matter was raised at Cabinet level, and on August 29, 
1979, Cabinet decided that the Civil Service Commission should 
clarify the right of ministries to require a knowledge of French and 
English for certain positions. In response the Civil Service 
Commission simply expressed the opinion that the policy set forth in 
the Manual of Administration was adequate. The nature both of the 
objections and the response reflect some serious misunderstandings 
of the situation and of the meaning of "discrimination", 


Some senior officials at the seminars indicated that they 
would like to keep the number of designated positions to a minimum 
and rely instead for effectiveness of French-language services on 
designation of sections or offices as bilingual units with an 
overall capacity to use both languages. This, in fact, is the 
solution most widely used. 
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How and When to Designate - There does not appear to be any 
Clear definition in government documentation of what is meant by a 
"designated position" or of how and when ministries should 
designate. To illustrate, two categories are suggested: 
"preferred" and "essential". 


The "preferred" category of designation would be a 
"conditional appointment". It means that it is essential that the 
candidate possess a knowledge of both languages, but only in the 
fulness of time. A unilingual person may apply for the job but to 
be hired he or she must indicate a willingness to become bilingual 
at the expense of the employer. Experience has shown that it may 
take years for such persons to acquire a basic knowledge of the 
second language and that they rarely become sufficiently fluent to 
satisfy the clientele with which they deal. In the meantime, there 
is of course no bilingual capacity whatsoever. 


The second type of designation is "essential" and would 
mean that to be hired for the job in question a candidate must 
demonstrate an adequate level of skills in both languages at the 
time of appointment. It is the more rigorous of the two in its 
application but has proven to be the most effective in the 
development of meaningful French-language services. 


Language Standards - In determining the level of language 
skills which should be established as a qualification for a 
bilingual position, it has been found that point systems are 
difficult to apply in a consistent manner. It is preferable to set 
forth in the job description the types of service that the incumbent 
must provide in French, and then ensure that he is interviewed by 
qualified professionals in both languages in the course of the 
selection process. 


Evaluation 


Ministries encounter certain problems in the process of 
designating bilingual positions, but these difficulties must be | 
regarded simply as part of the price that must be paid for effective 
French-language services. There can't be French-language services 
that meet the needs if managers are unwilling to improve their real 
capacity to do business in French. The conclusion was reached in 
the Review that ministries should be more firm and forthright about 
designation of bilingual positions. Sufficient numbers of positions 
need to be designated bilingual to ensure that services in French 
will be genuinely and promptly available. 


Designation of offices or sections as bilingual tends not to 
work well: the bilingual capacity of the unit concerned is often at 
the lowest common denominator of language skills and of doubt ful 
accessibility and usefulness and will remain so until action is 
taken to improve it. The Civil Service Commission should take 
further action to clarify the right and obligation of ministries to 
require a knowledge of French and English for positions. It should 
also make clear that designation of bilingual positions is not a 
violation of any human rights code, but simply a definition of a 
skill requirement. Emphasis in designations should be placed on the 
"essential" category whereby a candidate must be bilingual when 
hired, and the level of skills required should be based on a 
description of the services to be offered. 
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Apart from these considerations, it is inevitable that a 
measure of the Ontario Government's determination to provide 
worthwhile French-language services will be seen, particularly by 
Franco-Ontarians, as the degree to which it is willing to establish 
bilingual positions, and to do so in an effective manner. Because 
of the scarcity of bilingual staff members now on strength, such 
positions should be open to persons from outside the Civil Service. 


Recommendations 
It is recommended: 


50) that the Ontario Government show a readiness to 
designate certain positions as bilingual and that the 
level and qualifications of these postttons be made 
known; 


51) that a comprehenstve personnel policy on the designation 
of bilingual positions be developed by the Civil Service 
Commission and be tneluded in the Manual of Adminis- 
tratton; 


52) that sufficient numbers of positions be destgnated as 
bilingual to ensure that services tn French wtll be 
readily avatlable, that most of these postttons be 
classified as "btlingual capacity essenttal" whereby 
candidates must already possess the required language 
skills and that preference be given to qualified 
applicants from within the civil service, with open 
competittons where no qualified in-service candidates 
are avatlable. 


2) Linguistic Capacity 


Separate from the question of the level of language skills 
required in bilingual positions, a major issue in the field of 
French-language services is the measurement of the linguistic 
capacity of employees and candidates for positions. Also of 
importance is the means by which an inventory of language skills 
possessed by civil servants can be maintained. 


Level of Linguistic Capacity - In a draft policy paper 
entitled "Human Resources Implications of French-language Services 
Policy" and sent to ministerial co-ordinators by the Office of the 
Government Co-ordinator, proposals were made on procedures for 
determining the nature of linguistic requirements. It first pointed 
out that offices requiring a bilingual capacity were a) those 
located in designated areas or appropriate areas which provide 
services to the public; b) those which while not in such areas, do 
serve the public of designated areas or appropriate areas; c) those 
head offices in Toronto and other centres with a province-wide 
clientele. 
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; In that policy paper, three levels of linguistic capacity 
were identified, to be determined by the nature of the service 
provided. The levels were: 


a) Intermediate Level - refers to possession of a 
functional knowledge of French related to the work 
requirements. It would enable the employee to give some 
over-the-counter and telephone services to the public 
and to direct clients to those who may be more 
knowledgeable. 


b) Advanced Level - refers to possession of a knowledge of 
French that would enable the employee to participate in 
discussions effectively, to read and understand printed 
materials and correspondence. 


c) Fluent Level - This level refers to a linguistic 
Capacity that enables the employee to speak and write 
both languages fluently and correctly and, for example, 
to grant interviews or address meetings in either 
language. Some positions in which a full bilingual 
capacity is stipulated may also require in some 
instances an understanding of and linkages with the 
Franco-Ontarian community. 


The need to give attention to methods of evaluating 
linguistic capacity was stressed in a number of interviews. In some 
ministries no attempt has been made to carry out an evaluation. In 
others the procedure has been simply to ask employees to let the 
co-ordinator know what degree of language competence they believe 
they possess. In one ministry an audit by the co-ordinator of the 
results of the self-evaluation survey necessitated a reduction of 
20% in the number of employees listed as being bilingual. 


Inventory of Language Skills - In November 1979, the 
Government Co-ordinator reported to Cabinet that the Civil Service 
Commission had an inventory of some 900 public servants who were 
bilingual, and that through this facility it could furnish as 
required the names of bilingual personnel, their classification and 
their location. Some ministries, including Health and COMSOC, have 
developed inventories on their own. 


Evaluation 


The Review concluded that the Civil Service Commission 
should devise procedures for evaluating the linguistic capacity of 
employees and candidates. In so doing the Civil Service Commission 
should be conscious of the difficulties encountered in other 
administrations with point systems used for this purpose, and should 
concentrate instead on oral tests given by qualified examiners and 
on written tests prepared by the Translation Bureau. It is proposed 
that three levels of linguistic capacity be discerned, to be 
referred to as basic, intermediate and advanced. 
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It has been indicated in various official documents that an 
inventory of the language skills of employees should be maintained. 
This need was also brought out in a number of the interviews. There 
is value in such an inventory as an instrument of personnel 
planning, with the ministry enabled thereby to make the best use of 
linguistic resources. 


There was no evidence in the Review of this Civil Service 
operation being an effective instrument of administration in this 
field. Many managers spoke of a need for an inventory but none 
indicated that they were aware of a Civil Service Commission service 
of this kind, let alone that they were using it. 


There is some confusion over where the responsibility should 
rest for establishment and maintenance of such inventories and some 
uncertainty about what is actually being done. 


Recommendations 
It is recommended: 


53) that the Civil Service Commission develop procedures for 
evaluating the linguistte capacity of employees and 
candidates involving oral tests by qualtfted examiners 
and written tests prepared by the Translation Bureau for 
use by mintstrtes; 


54) that the French-language capacity of individuals be 
classified as basic, intermediate or advanced, and that 
these classifications be the basis of an improved 
inventory of linguistie skills to be developed and 
maintained by the Civil Service Commission and used by 
mintstries. 


3) Recruitment of Francophones 


Early in 1981 CAFO raised with Premier Davis the question of 
participation of Franco-Ontarians in the Civil Service. Cabinet 
responded with a decision which stated that "the Civil Service 
Commission should undertake a study to determine ways and means of 
increasing the number of Franco-Ontarians and other possibly under- 
represented groups employed at middle and upper management levels in 
the Ontario Civil Service and report back." 


Steps to be taken to encourage and facilitate the 
participation of French-speaking civil servants have also been 
considered in other policy statements. In November 1978, Management 
Board included in the Manual of Administration a directive to the 
effect that advertisements for bilingual positions should be printed 
in French-language newspapers as a means of ensuring that 
Franco-Ontarians were made aware of such employment opportunities. 
This same type of directive was included in the Broad Implementation 
Plan, approved by Cabinet in February 1981. 
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In the interviews, managers made the point that recruitment 
of French-speaking staff is urgent, since there is a lamentable lack 
of such staff at middle and senior management levels. The 
researchers were told that the provision of French-language services 
could be effective only if there were some French-speaking civil 
servants in positions of authority, bringing a high degree of 
sensitivity and understanding to bear on the problem. Very few 
senior level managers have a bilingual Capacity, although some have 
developed an awareness and acceptance of the need for 
French-language services. 


It was recognized by the researchers that since authority 
for hiring of employees is largely a delegated responsibility, 
particularly in respect of middle level and junior employees, it 
will be for the most part up to ministries to try to ensure that a 
greater proportion of French-speaking people are taken on staff. It 
remains true, of course, that recruitment at whatever level must be 
carried on with due regard for the merit principle. However, there 
are a number of positions in which ability to speak both languages 
and in some cases a familiarity with Franco-Ontarian affairs should 
be regarded as basic qualifications and can thus be regarded as 
elements of merit, to the advantage of French-speaking candidates. 


Evaluation 


One of the conclusions of the Review was that ways should 
increasingly be found to attract and train Franco-Ontarians for 
Civil Service positions and that the Civil Service Commission should 
assume a leading role in this endeavor. It will be necessary in 
some instances to allow French-speaking candidates from outside the 
Civil Service to compete for positions. French-speaking civil 
servants should be given the opportunity through special training 
courses of acquiring the skills in administration and management 
that will enable them to compete for positions of significance. The 
Civil Service Commission has not so far done much to carry out the 
Cabinet decision that it should determine ways of increasing the 
number of French-speaking civil servants; this should be regarded as 
an urgent requirement. Language training provides only a partial 
and short-term answer to the need for French-language services and 
in the long-run recruitment of fully bilingual individuals is vital. 


In addition to other measures, recruiting efforts should be 
undertaken by the Civil Service Commission on the campuses of the 
French-language universities, and steps should be taken to stimulate 
the interest of students in French-language secondary schools in a 
possible career in the Ontario Civil Service. 


Recommendations 

It is recommended: 

55) that the Civil Service Commission proceed as a matter of 
urgency with the study requested by Cabinet of the means 


by which the number of French-speaking civil servants 
might be increased. 
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56) that the Civil Service Commission and mintstries 
concerned offer French-speaking ctvil servants such 
staff development courses as will help them to compete 
for middle and sentor level posittons; 


57) that the Civil Service Commission and ministries 
concerned stimulate interest among students in the 
French-language secondary schools in the posstbility of 
working for the Ontario Government and that they 
undertake increased recrutting efforts on the campuses 
of universities and colleges attended by francophones. 


4) Bilingual Professionals 


Current Situation - In interviews and discussions the 
problems arising from the scarcity of bilingual professional staff 
in ministry offices that provide services and in organizations and 
agencies dealing with the public were frequently mentioned. 


The importance of this question has been repeatedly 
stressed. Thus, the policy paper on French-language services issued 
by the Government Co-ordinator in September 1980 listed the training 
of bilingual professionals and technicians as one of the priority 
requirements. Again, in his regular report of January 1981 the 
Government Co-ordinator said that serious gaps existed in the 
effective delivery of French-language services due in large part to 
the shortage of bilingual professionals, para-professionals and 
technicians. In the Broad Implementation Plan, approved by Cabinet 
in February 1981, the Health Ministry was called upon to develop 
plans through which bilingual health professionals would be 
encouraged to practise in designated areas and the Ministry was 
asked also to develop and finance as appropriate, in co-operation 
with the ministries of Education and of Colleges and Universities, a 
series of programs leading to a greater availability of bilingual 
professionals. These measures were listed in the Plan as among the 
more urgent requirements. 


Reference was made by some of the co-ordinators in the 
course of the Review to the experience of the Royal Ottawa Hospital 
which, although willing to move ahead with the development of 
French-language services, had found itself inhibited by the shortage 
of bilingual workers. The Royal Ottawa sent letters early this year 
to the ministers of COMSOC, Health and Education, describing the 
existing situation. It pointed out that the publicly-voiced 
expectations of ministers could not be fulfilled unless measures 
were taken to ensure that bilingual professional workers would be 
available. The hospital suggested two new procedures: a) 
establishment of a Co-ordinating Office for Bilingual Professionals 
which would match up institutions and professional workers and would 
tun central recruiting campaigns for the benefit of hospitals, 
social service agencies and other organizations; b) adoption of 
procedures in the French-language secondary schools whereby 
francophone students would be encouraged to enter health care and 
related professions, with bursaries as a possible incentive. 
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Special Studies - One response of Cabinet to the var ious 
expressions of concern was a decision taken in February 1981 that 
the Council for Franco-Ontarian Education (CEFO) should undertake as 
a priority task a review of what would be needed in the fields of 
professional and technical education to achieve a more effective 
delivery of bilingual services in the areas of community and social 
services, health and justice. 


This study, which is administered by Mr. Noél Thomas, a 
consultant working for CEFO, was begun in mid-1981. On the basis of 
interviews and questionnaires, information has been obtained from 
employing organizations about their projected needs for bilingual 
ptofessionals in the years ahead. The indications are that 
substantial needs will be felt, and above all in nursing sciences, 
psychology, social services and general medicine. 


With the help of some financial support from the Ontario 
Government a study is currently being conducted by the Social 
Planning Council of Ottawa-Carleton on the need for bilingual 
professionals. The Council hopes to determine in some detail the 
requirements for bilingual professionals in Eastern Ontario, 
particularly in the realms of health and social services. The study 
is being conducted by persons who in the course of the last five 
years have become well acquainted with the linguistic situation the 
institutions and agencies of the region. The study will be 
completed in February. 


It was ascertained by the researchers that it may be 
possible for some of the Federal funds that reach the Ontario 
Government under the Federal-Provincial Bilingualism in Education 
Agreement to be used to help francophone students take professional 
training. This might be arranged in either or both of two sections 
of the agreement - the Bursaries Program and the Special Projects 
Program. . It is a matter that one of the ministries is now actively 
exploring. 


Evaluation 


The researchers formed the opinion that the Ontario 
Government should approach the problem of availability of bilingual 
professionals with a greater sense of urgency. They came to the 
conclusion that an inter-ministerial committee should be formed at 
a senior level to seek solutions to the problem, both short and long 
term. The proposals of the Royal Ottawa Hospital appear to have 
merit and should be pursued. The possibility of using Federal funds 
under the Bilingualism in Education Agreement should be explored. 
Finally, funds should be made available for the development of the 
programs needed to train bilingual professionals and these should be 
allocated in such a way as to make possible the planning of these 
programs over a period of years. 


Recommendations 
It is recommended: 


58) that the Government of Ontarto tackle the problem of the 
shortage of bilingual professionals with a greater sense 
of urgency, and that to this end an inter-ministerial 
committee be formed at a senior level to devise mans by 
which the availability of bilingual professionals can be 
assured in the years ahead; 
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59) that funds be made avatlable for the development of 
programs needed for the provision of training of 
bilingual professionals, and that these funds be 
allocated in the professional fields where the need ts 
greatest and tn such a way as to permit Long-range 
planning of the program; 


60) that the Civil Service Commission and the Office of the 
Government Co-ordinator of French-language Services work 
together to match up institutions and bilingual 
professionals and to run central recrutting campatgns 
for the benefit of institutions and agencies; 


61) that the Ministry of Education and the Ministry of 
Colleges and Universities explore the means by which 
bursartes can be offered to francophone students 
entering the professions, including the possibility of 
using funds under the Federal-Provinctal Bilingualtem in 
Education Agreement for this purpose. 


5) Security of Employment 


The delicate question of job security in the face of 
implementing French-language policies was touched on in some 
interviews with managers, but it did not seem to have become a 
troublesome issue. A few managers said that if certain positions 
were designated, and thereby put beyond the reach of unilingual 
aspirants, there would be protests from the unions. 


Evaluation 


The researchers were of the opinion that the statement of 
the Office of the Government Co-ordinator may have promised a 
greater degree of security than can appropriately be offered to 
civil servants if the government's policy on French-language 
services is to be implemented in a realistic time-frame. It is 
doubtful the civil service can enjoy at the same time both full 
protection of careers of civil servants and full development of 
needed French-language services. 


In some situations it may be preferable to transfer an 
employee to another position of equivalent rank rather than to ask 
him to try to learn French. Also, in some circumstances civil 
servants may have to modify their promotion expectations if the 
positions to which they aspire must be designated bilingual. 


It was the view of the researchers that managers should take 
care not to alarm employees unduly on this issue, since the great 
mass of jobs will not be affected; on the other hand the assurances 
they do give should be realistic. It would be best to state that 
the security of employment of civil servants will not be prejudiced 
by reason of the implementation of French-language policies, but not 
to make any promise to protect a person's present position. 

Managers could explain that this undertaking means that no employee 
will be reduced in rank or become unemployed as a result of the 
establishment of French-language services. 
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Recommendat ion 
It is recommended: 


62) that in formal statements on the inf luence of the 
implementation of French-language services on the 
situation of unilingual employees, the assurance be 
given that rank and security of employment will be 
protected, but not necessarily the present position. 


6) Language Training 


Current Procedures - The researchers ascertained that in 
some ministries considerable use had been made of language training 
opportunities, whereas in others little advantage had been taken of 
them. It was the common practice in the regions for employees to 
attend classes in local institutions, with the fees paid by the 
ministry, and in some cases with the employees given half of the 
required course time off from work. It was reported by the 
researchers that many of those who had completed the courses were 
hesitant to put their newly-acquired skills to use in conversation 
with their clients and would need further training before they could 
really communicate in French. It was the view of the researchers 
that the effort being made by employees to learn French was 
admirable but that the results of the process were often open to 
question. Also, some managers greatly under-estimated the amount of 
time and effort that is needed for a person to reach a level of 
adequate proficiency in the second language. 


The researchers found that interest in language training was 
greater in headquarters offices in Toronto than it was in the 
regions. The reason seemed to be that employees in the regions were 
less in touch with French-language policy and also that regional 
offices were less willing to see some of their budget resources used 
for this purpose. It is a paradox that it is in the regions that 
direct service in French is most needed but it is at headquarters 
that language training is greatest. 


Courses offered - The Civil Service Commission is 
responsible for provision of language training for civil servants, 
and maintains a special section for this purpose under the direction 
of Mr. Paul Rondeau. Some separate ministerial programs have been 
instituted as well, notably in the Ministry of Health. At the time 
of the survey, a total of 436 civil servants were enrolled in 
language courses under the Civil Service Commission arrangements. 

Of this number, 372 were employees in Toronto, 20 in Ottawa, 43 in 
Sudbury and 1 in Timmins. Employees in Cornwall, Smith Falls and 
Windsor are eligible for the courses but not were enrolled at that 


point in time. 


The Civil Service Commission offers a range of learning 
opportunities under the headings of: Cyclical Day Courses, Sessional 
Evening Courses, French Access Program Courses, Advanced Courses and 
Private Tutoring. The Cyclical Day Courses, current ly at tended by 
66 students, comprise 6 hours a day or 4 hours a day instruction for 
ten consecutive days, with the cycle repeated 4 times a year. 
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In the Sessional Evening Courses there are 372 students, and they 
take 3 hours of instruction a night, two nights a week, for a period 
of 11 weeks, with the cycle repeated 3 times a year. There are 2 
French Access Program Courses, each of 3 days duration. One is for 
francophone secretaries to help them produce French-language 
correspondence of high quality and the other gives anglophone 
receptionists an improved ability to handle enquiries in French. 
Regional courses are arranged in response to ministerial requests, 
with instruction given by a CSC teacher or by the staff of a local 
community college. An advanced course is available at Queen's Park, 
involving two hours a day conversational practice for those who have 
already achieved a high level of proficiency. In some situations 
private tutoring is arranged. 


Health Ministry - Special mention is made here of the 
program of the Ministry of Health since it is one of the larger 
ministries and it has developed substantial language training 
arrangements on its own. It has done so since, with a shortage of 
bilingual staff members and a scarcity of bilingual professionals, 
it believes that language training is very necessary as a short-term 
solution. The opinion was expressed at the senior management level 
of the Ministry that the results have been good. Priority in 
language training is given to people who deal with the public. The 
objective is to enable them to become functional in the use of 
French. The courses do not involve written work, but are designed 
to help the employee to achieve a level of oral capacity in French 
that is commensurate with his work requirements. 


An amount of $50,000 was made available within the Ministry 
this year for purposes of language training. This allocation was 
approved by the Management Committee of the Ministry, on the 
recommendation of the Co-ordinator of French-language Services and 
it is administered by the Staff Development Section of the Human 
Resources Branch. Costs for language training are normally charged 
back to the section concerned but it was found that if a section had 
not planned on putting money aside for this purpose, it was unlikely 
to find the necessary funds during a time of restraints and 
cutbacks. The special allocation allows language training to 
proceed on a wider basis without a charge being made against the 
section concerned. 


The Ministry included in its budget $500,000 last year and 
$600,000 this year to be made available to hospitals for language 
training and translation. There are 41 hospitals in designated 
areas that share in the use of these funds. The Ministry has 
encouraged these hospitals and other institutions to develop French- 
language services in line with the policy and action plan promul- 
gated by the Minister in 1979. 


A language consultant has been engaged on contract by the 
Ministry of Health to provide broad technical assistance. She 
administers aptitude and knowledge tests and classifies students by 
level.She works both at headquarters and in the regions, explaining 
the procedures of language training and arranging for courses to be 
given at local institutions. She also visits hospitals to help them 
select employees for language training and organize necessary 
facilities. 
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Charge-Back Arrangements - As mentioned in the earlier 


section on Financial Implications, the question of the costs charged 
back to ministries for language training is a matter of some concern 
to managers. It was a subject of complaint in the seminars held 
with senior regional and district officer personnel in mid-1979, and 
proposals were advanced that the arrangements be altered so these 
charges would be less of a burden. In February 1981, Cabinet agreed 
that both language training and translation should operate as 
subsidized services. The Civil Service Commission was authorized to 
obtain funds which would enable it to limit the charge-backs against 
ministry budgets to the level of direct costs only. 


Also, as part of its language-training responsibilities, the 
Civil Service Commission was instructed by Cabinet in August 1979 to 
develop French-language programs for the improvement of the communi- 
cations skills of key French-speaking staff members in certain 
regional offices. This last was an important obligation but the 
researchers did not come across evidence of much having been done 
about it. 


Evaluation 


As mentioned earlier, it was the opinion of the researchers 
that in the best of circumstances language training can be regarded 
only as a partial and short-term solution to the French-language 
services requirements. In the short-term, however, ministries 
should try to make the programs as effective as possible. Employees 
should be accepted for courses because they need to use French in 
their work and not just because they would find it spiritually 
rewarding to attend classes. Motivation is important in learning a 
language. Employees should be encouraged to think of the 
acquisition of the second language not ony as a job-related 
requirement but as a badge of good citizenship in a bilingual 
country. 


It was the view of the researchers that charges for language 
training should be funded centrally to a greater extent as a means 
of inducing ministries to participate fully. Responsibility for 
administration of the program should remain with the Civil Service 
Commission but the Government Co-ordinator should be authorized to 
exercise a more pronounced, and even directive, influence on the 
scope and nature of the operations. He should be able to monitor 
results. 


The Civil Service Commission should study the ways in which 
language training resources can best be used. It should keep in 
mind, also, that when an adult learns a second language, the rate of 
forgetting, if the language is not used, is about the same as the 
rate of learning. The student should be encouraged to take every 
means at his disposal to reinforce his new-found language skills. 
Individuals should be allowed to use techniques of learning and 
retention that are effective for them and should be reimbursed for 
the cost so long as progress is being made. Whenever possible, 
employees should learn basic French through communit y programs, and 
then take advanced work in the ministry, with emphasis on oral 
skills and on job-related vocabularies. 
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Recommendations 
It is recommended: 


63) that language training facilities be provided as a 
centrally-funded service, with a reduced level of 
charge-back to mintstries, under an allotment system 
according to the need experienced by ministries in 
providing services to the publte; 


64) that responsibility for administration of the language 
training program remain with the Civil Service 
Commission, but that the Government Co-ordinator of 
French-Language Services be empowered by Cabinet to 
exercise a strong influence on the scope, nature and 
access eriteria of the program and to monitor results; 


65) that ministries devote greater efforts to the 
stimulation of motivation among employees enrolled in 
language training classes, including preltminary 
indoctrination sessions; 


66) that the Civil Service Commission make a fuller study of 
the ways in which language training resources can best 
be used, including an examination of new techniques in 
use elsewhere. 


7) Translation Bureau 
Background Information 


Cabinet adopted in 1977 a scale of priorities for transla- 
tion work as follows: 1) replies to letters; 2) publications, 
documents and forms for the general public; 3) publications for 
areas or groups involving francophones; 4) press releases and 
speeches; 5) legislation, regulations and forms connected with 
service for francophones; 6) signs and public notices for use in 
designated areas. Cabinet also said that bilingual as opposed to 
separate English and French-language forms were to be preferred. 
Separate French-language versions were allowable for small 
quantities, and summaries would do if French-language reports were 
of interest only to a part of the general public. 


A Management Board ruling in 1978 stipulated that the 
Translation Bureau was to be the sole agency within the government 
responsible for the translation from English to French of documents, 
forms, correspondence and publications, except for the translation 
function of the Ministry of the Attorney General. In addition to 
such translation, the Bureau was assigned the duty of assisting 
ministries with official terminology and proper French usage. This 
is done in many ways, including an editorial service on French- 
language texts and preparation of the French-language versions of 
Slogans upon request. This directive also noted that ministries may 
not make independent arrangements for the procurement of translation 
services. Ministries were asked to establish procedures for 
requesting translation work and to name a liaison officer who would 
control the flow of requests and would prepare an annual forecast of 
the ancitipated volume. 
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In implementing these directives, the Translation Bureau 
functions on a charge-back system, with approximately 50% of the 
translation costs being assessed against the budgets of ministries 
and the other 50% being met from central funds. The 1981-82 budget 
of the Translation Bureau itself is $1,315,000. There are 17 


translators and 11 other staff on strength, plus one or two persons 
on contract, 


The French-language Translation Branch in the Ministry of 
the Attorney General is responsible for the translation into French 
of selected statutes and regulations. It functions separately from 
the Translation Bureau, although there is technical co-operation 
between the two offices. A five-year program for the translation of 
statutes was approved in 1978, with a budget allocation of approxi- 
mately $400,000 a year. Some 150 statutes were identified as 
priority items for translation. In his last annual report the 
Government Co-ordinator was able to list 45 separate statutes and 
sets of regulations which have been translated. The Ministry of the 
Attorney General is trying to obtain a federal contribution to speed 
up the process. 


In the interviews some managers said they encountered a 
considerable delay in getting translations back. Also, some 
Franco-Ontarians said they hesitated to write to the government in 
French because they knew that a French-language response would be a 
long time in coming. There is, of course, a double time lag: the 
elapsed time in getting an incoming French-language letter 
translated into English and the period required to get the reply 
translated into French. It was said that the Translation Bureau is 
now better equipped to handle its workload than in the past, and 
that in the future the turn-around time for French-language 
correspondence is likely to be shorter. 


The possibility of establishing translation services in 
Northern and Eastern Ontario was raised in Cabinet in August 1979, 
and the Ministry of Culture and Recreation was asked to examine the 
matter. The decision was subsequently taken that all translation 
work should continue to be handled by the Translation Bureau at 
headquarters. Establishment of regional translation offices was 
advocated in interviews by a number of managers. They pointed out 
that the time interval in getting translations completed could 
thereby be reduced and that in some instances the texts would be 
more suitable because of the closer familiarity the regional 
translators would have with the subject matter. 


Evaluation 


In reviewing the relationships it was the view of the 
researchers that ministries should not only appoint a liaison 
officer to deal with the Translation Bureau, as required by the 
Management Board directive, but should ensure in each case that a 
close working relationship is established betweeen the operations 
section requiring a translation and the translator doing the work. 
Such an arrangement can help eliminate problems arising from the 
lack of familiarity of the translator with a ministry's specialized 
terms. In all cases the name and telephone of a specialist who is 
well acquainted with the subject matter of the text should be shown 


on a document submitted for translation. 
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While the Management Board directive said the Translation 
Bureau should provide assistance to ministries for official 
terminology and proper French usage, there is a limit to the amount 
of editorial revision work that the Bureau can handle. In some 
federal departments there are editorial revisers through whose hands 
all French-language texts intended for public use must pass. This 
practice could usefully be adopted in the larger ministries of the 
Ontario Government. The Manager of the Translation Bureau is in 
favor of the development of this kind of capacity in ministries and 
would willingly assist in the selection of competent staff for the 
: purpose. 


Recommendations 


It is recommended: 


67) that Management Board ensure that suffictent resources 
are avatlable to the Translatton Bureau to enable it to 
produce translations without undue delay; 


68) that ministries ensure that contact ts established 
between an operating section requesting a translation 
and the translator dotng the work to help avotd problems 
tn the use of spectalized terminology; 


69) that edttortal revisers be htred by major mintstries to 
revise and tmprove French-language texts intended for 
publte purposes; 


70) that as bilingual candidates are recrutted who are able 
to write in French, French-language correspondence be 
handled to the extent posstble without recourse to 
translation, and that translations not be prepared just 
for the file. 


8) Standardization of Terminology 


As ministries and agencies of the Ontario Government become 
more deeply involved in the provision of French-language services, 
the question of standardized terminology will take on an increased 
importance. If people are left without guidance, the number of 
variants used in French for any given concept or object in English 
will increase, with growing confusion. 


COMSOC was one of the first ministries to perceive the need 
of codifying its specialized vocabulary and it sought the assistance 
of members of its own staff and of the Translation Bureau in 
preparing a lexicon of English-French terminology. Also, as a 
result of an initiative of the Social Planning Council of 
Ottawa-Carleton, a co-ordinating committee for the standardization 
of terminology in the fields of social and community services has 
been established, bringing together federal, provincial and 
voluntary sector representatives. Other ministries are now 
proceeding to develop lexicons. 
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In addition to providing assistance to ministries in this 
field, the Translation Bureau is proceeding to draw up a number of 
separate lexicons covering various sectors of government interest 
and responsibility. It is aided in this work and in other fields of 
responsibility by the close working relationships it has developed 
with the Terminology Branch of the Federal Translation Bureau, which 
in turn is linked with the Office de la Langue française of the 
Québec Government and with universities and commercial concerns in 
the shared operation of a computer-based terminology bank. 
Co-operation between organizations in Canada and institutions in 
France and Belgium, including the governments of those two 
countries, has been established, The Canadian Government intends 
ultimately to connect the terminology data bank to the Telidon two- 
way television communication system, so that groups and individuals 
will be able to use it as a reference source and learning tool. 


The comment was made by some managers in regional offices 
that their staff and their Franco-Ontarian clients thought the 
vocabulary used in French-language publications of the government 
was rather far removed from the local idiom, and sometimes not 
Clearly understood by the residents of the district. It was 
suggested that the Translation Bureau should bear in mind that many 
Franco-Ontarians have not had the advantage of secondary or 
university education and that for their benefit the language used in 
publications and correspondence, while correctly expressed, should 
also be kept simple. 


Recommendations 


It is recommended: 


71) that in cooperation with the Translatton Bureau, 
ministries give high priority to the preparation of 
spectal lexicons of English-French terminology relevant 
to the mintstry operattons; 


72) that the Translatton Bureau maintain its connecttons 
with the network of agencies involved tn the 
standardization of terminology, and that if necessary tt 
seek additional funds to enable it to play tts full part 
tn thts work. 


80. 
F - CONCLUSION 


If it is possible to reach a single conclusion from the mass 
of information that has been assembled in the course of the Review, 
it is to endorse the opinion expressed by the Council for Franco- 
Ontarian Affairs in its recent annual report to the effect that, 
"There has been a significant improvement in the government services 
available to the francophone community of Ontario but nevertheless, 
there is still a lot to be done!" 


The policy itself is weakened by the relative absence of a 
firm rationale, by the government's passive interpretation of the 
demand, by the low-key gradualism which is judged necessary to 
achieve the acceptance of a majority of the people and by the 
consequent decision to work almost entirely within existing 
Financial and administrative limits. 


Among senior managers the policy guidelines are not seen as 
a recognition that Franco-Ontarians have a unique linguistic back- 
ground and face problems which require more than a passive response. 
Even where the policy is received in a more positive way, senior 
managers are reluctant to give it any administrative priority. 


Since the policy is often looked upon as little more than an 
unpleasant necessity. a number of ministries regard the Government 
Co-ordinator and their own co-ordinators as relatively extraneous 
instruments of a government policy which is not their own concern. 
The co-ordinators have tried, with varying success, to give some 
shape to the program; in this they have been helped by the Office of 
the Government Co-ordinator but that Office is undermandated and 
underpowered, and partly as a result it is not able to formulate 
standards and establish priorities for French-language services 
activities to the extent warranted. 


There are pressing needs in the fields of both policy and 
implementation. A policy rationale is needed, i.e. an understanding 
of what would be needed to offer Franco-Ontarians an honest chance 
to deal with their government in French and to benefit from the many 
programs and general assistance which the Government provides. 
Priorities should be established between sectors and between options 
within sectors. Action plans are needed, to which specific 
financial and human resources can be assigned, with co-ordinating 
and monitoring responsibility for them vested in the Government 
Co-ordinator. Goals for improving the quality and availability of 
French-language services should be established, with suitable time- 
frames. Apart from these ministerial concerns, a specific statement 
of government policy as it affects semi-autonomous agencies should 
be issued. 


In terms of implementation, various strategies and 
mechanisms are needed. Guidelines should be set out for achieving a 
bilingual image of government services (signs, forms, publications, 
etc.). The need for bilingual personnel should be realistically 
established and met. Procedures are needed for defining bilingual 
jobs, setting bilingual standards and evaluating bilingual 
personnel. Recruiting of people with professional and linguistic 
Capacity needs to be undertaken in keeping with the government's 
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goals and funds needs to be made available so that programs can be 
developed which will benefit francophones. A greater role should be 
played by the Government Co-ordinator in the development of policy, 
the promotion of implementation and the monitoring of results, and 
he should have a larger staff for these purposes. A more fully 
articulated mandate for ministerial co-ordinators is needed, along 
with definition of a process whereby ministries will regard 
development of French-language services as part of their planning 
and evaluation system. 


The Government argues that it is better to achieve practical 
results than to make empty gestures. No one can disagree. The 
danger is that the practical policies will prove too lacking in 
linguistic substance and cultural sustenance to provide a meaningful 
alternative to linguistic assimilation. 


A number of changes have been proposed in this report. 
Implementation of these recommendations would go a long way toward 
overcoming the obstacles that have been identified. It is their 
hope that the Government will put its approach to French-language 
services on a more structured and effective footing, in accordance 
with these recommendations, and thus give the desired impetus to 
French-language services. 
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